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The  Honourable  Bud  Gregory, 

Minister  of  Revenue, 

Queen's  Park. 

Dear  Minister, 

I  am  pleased  to  submit  this  "Report  on  Improved  Customer 
Services  and  Regulatory  Reform  XIII"  in  your  Ministry  in 
1984. 

The  report  outlines  the  Ministry's  commitment,  approach  and 
attitudes  to  improving  the  ways  we  work  with  the  public.  It 
describes  42  new  measures  implemented  in  1984,  for  a  total 
of  224  since  we  began  reporting  formally  to  Cabinet  in  1978. 

As  in  the  past,  the  new  measures  comprise  a  wide  variety  of 
large  and  small  actions.  They  cover  the  full  range  of  our 
13  statutory  programs,  and  benefit  directly  many  thousands 
of  taxpayers,  senior  citizens,  small  businesses,  and 
municipalities  and  their  ratepayers. 

I  believe  the  report  demonstrates  the  Ministry's  concern  for 
its  customers,  and  that  we  have  made  good  progress  in 
improving  our  practices  and  services.  At  the  same  time,  we 
are  aware  that  there  is  still  much  to  be  done,  and  that  the 
co-operation  and  respect  of  the  public  must  be  earned  by 
constant  attention  and  effort. 

On  behalf  of  the  Ministry,  I  wish  to  thank  you  for  the 
encouragement  you  have  given  us.  I  trust  you  will  find  the 
report  satisfactory,  and  I  shall  be  pleased  to  receive  your 
instructions  for  further  action. 

Yours  respectfully. 


T.  M.  Russell, 
Deputy  Minister. 
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EXECUTIVE  SUMMARY 


o  The  Ministry  of  Revenue's  13  statutory  programs  affect 
more  people  in  more  ways  than  those  of  any  other 
Ontario  Ministry. 


o  Our  clientele  includes  over  560,000  direct  taxpayers 
and  collectors,  nearly  one  million  senior  citizens, 
1,025  municipalities  and  school  boards,  5  million 
ratepayers,  and  100,000  Province  of  Ontario  Savings 
Offices  depositors. 


o  The  Ministry  of  Revenue  treats  improved  customer 

services  and  regulatory  reform  (CS+RR)  as  a  matter  of 
principle  and  good  business  practice. 


o  The  objective  of  our  CS+RR  program  is  to  maximize 
voluntary  compliance  on  a  continuing  basis ;  and  to 
minimize  costly  mistakes,  defaults  and  disputes. 


o  42  new  measures  were  implemented  in  1984,  comprised 
of  9  regulatory  reform  and  33  customer  service 
initiatives.  These  bring  the  total  to  224  measures 
since  1978. 


o  Revenue  recognizes  the  need  to  constantly  improve  and 
expand  its  CS+RR  program  to  deal  with  new  situations. 
Our  program  is  based  on: 


Fair  and  consistent  treatment  of  taxpayers  to 
encourage  voluntary  compliance. 

Maximum  use  of  persuasion  and  assistance;  and 
minimum  use  of  enforcement  and  penalties. 

Auditors  trained  to  raise  reasonable  and 
defensible  assessments. 

Staff  training,  attitudes,  accessibility  and 
information . 

Attention  to  individual  problems  and  hardships. 


o  The  report  identifies  two  external  measures  of  the 
success  of  Revenue's  CS+RR  program. 
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First,  the  Ministry  has  not  been  subjected  to  the 
intense  public  criticism  experienced  by  Revenue 
Canada  Taxation  recently.  If  there  were  a  similar 
body  of  latent  dissatisfaction  with  the  Ministry's 
attitudes  and  practices,  it  is  likely  that  it  would 
have  been  galvanized  by  the  attention  given  to 
Revenue  Canada's.  As  it  was,  we  were  encouraged  by 
the  favourable  recognition  our  efforts  have  received 
from  a  variety  of  quarters. 


o  Second:  since  1978,  expansion  of  our  CS+RR  program 
has  been  matched  by  increased  voluntary  compliance 
and  reduced  taxpayer  delinquencies,  objections  and 
appeals . 

>  Property  assessment  appeals  have  decreased 
to  2.k  per  cent  generally,  and  to  only  1  per 
cent  in  Section  63  municipalilties . 

>  As  a  result,  assessment  losses  to  municipali¬ 
ties  have  been  reduced  by  l6  per  cent  and  28 
per  cent  respectively. 

>  In  Provincial  Taxation:  despite  a  62  per  cent 
tax-roll  growth  and  myriad  tax  changes, 
delinquencies  have  declined  from  22  per  cent 
to  17  per  cent. 

>  In  198i+  taxpayers  filed  objections  against 
only  0.30  per  cent  of  35^,000  assessments. 

Only  3  appeals  went  to  court. 

>  In  the  Ontario  Tax  Grants  Program:  since  1982 
telephone  enquiries  have  declined  by  36  per 
cent,  and  the  number  of  applications  requiring 
correction  has  been  cut  by  U0  per  cent. 

>  The  Ministry  accounted  for  only  2  per  cent  of 
complaints  to  the  Ombudsman;  while  the 
Provincial  Auditor's  Report  contained  no 
adverse  references  to  Revenue  administrative 
practices . 


o  However,  while  good  progress  has  been  made,  the 

Ministry  fully  recognizes  that  much  remains  to  he 
done.  In  particular,  we  understand  that  the 
co-operation  and  respect  of  our  clients  must  be  earned 
by  constant  effort  and  attention  to  their  needs. 
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PART  I:  IHTRODUCTIOM  AID  SUMMARY 


A.  PRINCIPLES,  APPROACH  &  ATTITUDES 


This  is  the  13th  progress  report  on  improved  customer 
services  and  regulatory  simplification  in  the  Ministry  of 
Revenue  since  the  program  was  formally  established  in  1978. 

The  Report  describes  42  new  measures  introduced  in  1984, 
and  provides  a  summary  list  of  182  earlier  initiatives. 
Cumulatively,  these  measures  have  benefitted  many  thousands  of 
our  clients,  and  have  contributed  greatly  to  the  effectiveness 
and  efficiency  of  our  programs. 


Principles 

As  stated  in  Report  XII,  the  Ministry's  commitment  to 
improved  customer  services  and  regulatory  reform  (CS+RR)  is  a 
matter  of  principle  and  "business  imperative". 

First,  Ontario's  tax  system  is  founded  on  the  principle 
of  voluntary  compliance.  This  in  turn  depends  on  taxpayers' 
confidence  that  taxes  are  administered  consistently  and  fairly. 

Second,  minimization  of  customer  uncertainty  and  mistakes 
—  and  hence  costly  disputes  and  corrective  actions  —  is  vital 
to  our  ability  to  manage  increasing  workloads  and  complexity  in 
all  of  our  programs. 

For  these  reasons,  CS+RR  are  treated  explicitly  as 
mutually  beneficial  to  the  public  and  the  Ministry. 


Avoiding  Revenue  Canada ' s  Problems 

In  late  1983  and  during  1984,  Revenue  Canada  (Taxation) 
experienced  intense  public  criticism  of  its  attitudes  towards 
taxpayers,  and  its  audit  and  enforcement  practices. 

First,  the  then-Minister  of  National  Revenue  appointed 
Wm.  Farlinger  of  Woods  Gordon  to  receive  public  submissions  and 
recommend  ways  of  improving  RCT's  practices.  Second,  the  new 
Minister  immediately  moved  to  implement  reforms  after  the  new 
federal  government  was  elected  in  September,  1984. 

That  Ontario  Revenue  was  not  subjected  to  similar 
criticism  is  one  measure  of  the  effectiveness  of  our  CS+RR 
program  since  1978.  (Section  C  deals  with  the  avoidance  and 
resolution  of  disputes  as  another  measure). 
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It  is  particularly  encouraging  that  our  efforts  have  been 
recognized  by  members  of  professional  tax  associations,  small 
business  organizations,  MPPs  and  individual  taxpayers.  For 
example,  in  his  submission  to  Mr.  Farlinger,  the  Vice-President 
of  the  Canadian  Organization  of  Small  Business  stated: 

"The  Government  of  Ontario  has  gone  so 
far  as  to  mandate  a  taxpayer  service 
program,  and  make  it  a  major  part  of  the 
management  policies  and  training  programs 
of  the  Ministry  of  Revenue  in  that 
province.  And  to  their  credit,  it  has 
worked!  Public  and  small  business 
complaints  over  the  Ministry' s 
administrative  and  enforcement  procedures 
have  fallen  dramatically ,  and  a  number  of 
COSB  members  have  expressed  their 
pleasure  and  surprise  in  finding  out 
that  provincial  sales  and  corporate  tax 
auditors  are  decent,  helpful  human  beings 
after  all 


Lessons 

At  the  same  time,  Revenue  Canada's  troubles  serve  as  a 
commanding  instruction  that  the  line  between  public  acceptance 
and  rejection  is  tenuous.  We  recognize  that  the  goodwill  and 
co-operation  of  taxpayers  must  be  earned  by  constant  attention 
to  their  needs  and  problems. 
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B.  MAINTAINING  MOMENTUM 


The  Ministry  believes  that  the  continued  success  of  its 
CS+RR  program  is  dependent  on  a  number  of  factors  or 
requirements . 


1.  A  Long  View  Towards  Revenue  Generation 


Revenue  Canada's  experience  demonstrates  that  a  single- 
minded  concentration  (real  or  perceived)  on  the  short-term 
maximization  of  collections  is  inevitably  counterproductive. 

From  the  start,  Ontario  Revenue's  CS+RR  program  has  been 
based  on  the  view  that : 

a.  The  majority  of  taxpayers  are  willing  to 
pay  their  taxes  voluntarily,  and  that 
failure  to  do  so  is  due  mostly  to  honest 
mistakes,  lack  of  knowledge  or  benign 
neglect . 

b.  The  Ministry's  objective  is  to  maximize 
revenue  flows  on  a  continuing  basis, 

rather  than  immediate  collections. 


This  approach  provides  the  Ministry  with  room  to 
manoeuvre  in  achieving  a  judicious  balance  between  enforcement 
and  taxpayer  assistance.  Our  objective  is  to  maximize  the  use 
of  less-expensive  customer  services  to  achieve  and  sustain  a 
high  level  of  voluntary  compliance  by  the  majority  of 
taxpayers.  This  allows  enforcement  actions  and  sanctions  to  be 
used  selectively  for  chronic  and  purposeful  evaders. 


2.  Listening  to  Taxpayers 


As  in  any  business,  the  effectiveness  of  our  CS+RR 
program  depends  on  understanding  the  problems  and  needs  of  our 
clients.  The  Ministry  places  great  importance  on  maintaining 
communications  with  the  widest  possible  spectrum  of  customers. 
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Consequently,  our  staff  meet  regularly  with  such 
organizations  as  the  Ontario  Bar  and  Chartered  Accountants 
Associations,  Tax  Executives  Institute,  Canadian  Federation  of 
Independent  Business,  Canadian  Organization  of  Small  Business, 
Property  Tax  Agents,  chambers  of  commerce.  Association  of 
Municipalities  of  Ontario,  regional  and  municipal  governments, 
and  industry  groups.  We  pay  particular  attention  to  repre¬ 
sentations  by  MPPs  and  individuals'  letters  concerning  specific 
problems. 

The  briefs,  complaints  and  suggestions  we  receive  through 
these  sources  are  a  primary  means  of  identifying  "friction 
points",  the  need  for  new  services  and  corrective  actions,  and 
ways  of  simplifying  statutory  provisions  and  compliance  rules. 


3.  Program  Planning  &  Management 


Effective  CS+RR  require  more  than  goodwill.  They  require 
constant  effort  and  attention  in  the  face  of  continuing  changes 
in  our  programs,  economic  conditions  and  customer  turnover. 

Since  1978,  CS+RR  have  been  entrenched  as  priorities  in 
our  long-term  planning  and  ongoing  management  processes.  Our 
objective  is  to  generate  a  steady  stream  of  new  measures  and 
improvements  to  existing  customer  services. 

Nev  Measures.  As  our  CS+RR  program  has  matured, 
opportunities  for  "easy"  improvements  have  declined  progres¬ 
sively.  Modifying  existing  production  systems  to  support  new 
customer  services  is  often  costly  and  disruptive.  Consequently, 
it  is  standard  practice  to  build-in  new  measures  and  major 
service  enhancements  as  explicit  "deliverables"  in  designing 
new  or  rebuilding  existing  computer  systems. 

Maintaining  Service  Levels.  Established  services  and 
administrative  procedures  require  continuous  modification  and 
expansion  to  prevent  erosion.  Primary  attention  is  given  to 
dealing  with: 

o  legislated  policy  changes  in  taxes,  property 
assessment  and  tax  grants  affecting  new  and 
existing  clients;  and 

o  the  large-scale  annual  growth  and  turnover  of 
taxpayers,  senior  citizens  and  property  owners 
to  be  serviced. 
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U.  Customer  Service  Vs  Enforcement 


As  already  stated,  the  central  business  objective  of  the 
Ministry's  CS+RR  program  is  to  assist  taxpayers  and  other 
clients  to  achieve  high  and  sustained  levels  of  voluntary 
compliance,  and  to  avoid  costly  disputes. 


Maximum  Use  of  Assistance.  Since  1978  Revenue  has  used 
customer  services  as  a  cost-efficient  alternative  to  increased 
field  auditing  and  enforcement. 

The  extension  of  Retail  Sales  Tax  to  "fast  foods",  etc., 
in  1982  was  nhe  largest  and  most  complex  tax  change  we  have 
administered  in  many  years.  It  added  30,000  new  vendors  to  the 
tax  roll,  while  45,000  existing  vendors  were  required  to 
increase  their  collection  and  remittance  activities. 

Significantly,  we  did  not  move  to  maximize  collections 
immediately  by  increasing  our  field  audit  and  enforcement 
activities.  Instead,  we  greatly  expanded  our  Special  Vendors 
Assistance  Program  to  help  small-scale  vendors  to  understand 
their  new  obligations.  As  a  result,  over  50,000  vendors  have 
been  visited  by  our  customer  service  people,  while  many  others 
have  been  counselled  by  telephone.  Also,  vendors  were  not 
subjected  to  regular  compliance  controls  and  auditing  until 
they  were  accustomed  to  the  tax  change. 

The  sense  of  this  approach  is  demonstrated  by  the  fact 
that  the  extension  of  the  tax  did  not  generate  compliance 
problems  for  taxpayers  and  the  Ministry  in  any  way  commensurate 
to  its  scale  and  complexity.  Also,  there  is  evidence  that  this 
"soft"  approach  resulted  in  revenue  gains  rather  than  losses, 
even  in  the  short-run. 

Selective  Enforcement.  The  extent  to  which  the  Ministry 
is  successful  in  achieving  high  levels  of  voluntary  compliance 
by  most  taxpayers,  it  is  better  able  to  deal  with  the  minority 
who  do  not  comply. 

To  be  acceptable  and  effective,  the  treatment  of 
defaulters  must  be  tailored  to  fit  the  malpractices  involved. 
The  objective  is  to  correct  taxpayers'  practices  and  secure  the 
province's  rights  as  quickly  as  possible. 

o  Fast  Identification  of  Mistakes.  As  part  of  our 
investment  in  computer  systems,  considerable  gains 
have  been  made  in  correcting  problems  before 
taxpayers'  liabilities  become  unmanageable. 

o  Selective  Auditing.  Advanced  technology  has  also 

increased  accuracy  in  directing  auditors  to  "the  right 
places".  Importantly,  this  also  avoids  auditing  other 
businesses  unncessarily. 


8 


o  Audit  Practices  &  Attitudes.  Ontario  Revenue  does 
not  use  "audit  quotas".  Nor  do  we  engage  in 
"fishing",  "mainstreeting" ,  or  punitive  raids  on 
target  groups.  Auditing  is  used  to  prevent  or  correct 
non-compliance,  not  primarily  to  raise  revenues.  Our 
auditors  are  trained  to  raise  assessments  which  are 
reasonable  and  defensible.  Our  auditors  are 
instructed  to  advise  taxpayers  how  they  can 
legitimately  minimize  taxes  through  exemptions, 
rebates  and  commissions. 

o  Enforcement,  Penalties  &  Sanctions.  Revenue  uses 
sanctions  sparingly.  Wherever  possible,  defaulters 
are  given  time  to  pay  taxes  owing  without 
jeopardizing  their  businesses  or  causing  undue 
personal  hardship.  (See  Section  B2  above).  Severe 
sanctions  are  reserved  for  the  few  chronic  and 
purposeful  evaders.  As  a  matter  of  principle,  we  do 
not  publicize  the  names  of  people  charged  with,  or 
convicted  of  tax  evasion.  Voluntary  disclosures  are 
encouraged  and  not  penalized. 


5.  Training  and  Accessibility 


The  Ministry  gives  considerable  attention  to  training 
staff  at  all  levels  to  deal  with  customers'  enquiries  and 
problems  courteously  and  quickly. 

In  addition,  the  wide  range  of  our  pamphlets,  bulletins 
and  advertisements  are  designed  to  provide  the  public  with  the 
"right  information"  and  access  to  the  "right  people".  Our 
toll-free  telephone  system  provides  one-call  referral  services 
to  all  of  our  head-office  branches  and  regional  offices.  (See 
Sections  C3  and  D  below) . 

The  Minister,  Deputy  Minister,  Assistant  Deputies  and 
program  Directors  routinely  spend  a  great  deal  of  time  meeting 
with  taxpayers  and  their  representatives.  They  deal  with  phone 
calls  and  letters  personally  and  quickly. 


6.  Individual  Hardships,  Mistakes  and  Anomalies 


Notwithstanding  the  effectiveness  of  our  CS+RR  program, 
we  recognize  that  there  will  always  be  cases  requiring  special 
attention  to  avoid  hardships.  Similarly,  despite  our  best 
intentions,  the  Ministry  will  make  mistakes. 
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Consequently,  the  Ministry  regards  the  resolution  of  such 
problems  as  the  ultimate  test  of  its  commitment  to  customer 
service  because  it  depends  on  the  individual  commitment,  skills 
and  attitudes  of  our  staff.  All  staff  are  expected  to  use 
whatever  administrative  latitude  exists  to  assist  taxpayers  to 
every  reasonable  extent. 

Also,  the  Minister's  statutory  authority  and  Orders-in- 
Council  are  used  wherever  appropriate  to  avoid  hardships  which 
are  not  in  keeping  with  the  intent  of  legislation  or  the  public 
interest.  As  well,  the  Ministry's  statutes  and  regulations  are 
constantly  reviewed  and  amended  to  deal  with  new  situations  and 
problems  generally. 
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C.  REDUCED  OBJECTIONS  &  APPEALS 


In  Section  A,  reference  was  made  to  public  recognition  of 
Revenue's  CS+RR  efforts.  However,  the  incidence  and  settlement 
of  disputes  is  a  more  important  and  substantive  measure  of  the 
Ministry's  dealings  with  the  public. 

Since  1978  the  expansion  and  improvement  of  our  CS+RR 
program  has  been  accompanied  by  a  steady  reduction  in 
objections,  appeals  and  court  actions  in  all  programs.  (This 
is  particularly  significant  when  account  is  made  for  the  growth 
in  tax  rolls,  policy  changes  and  increased  program  complexity 
in  the  face  of  staff  reductions  and  flat-lined  budgets  during 
the  period. ) 


1.  Property  Assessment 


Measures .  Among  the  31  measures  implemented  since  1978 
to  assist  ratepayers  and  municipal  clients  were: 

o  hh9  municipalities  reassessed,  on  request,  under  the 
Section  63  program;  lU3  municipalities  reassessed  by 
proclamation ; 

o  h3  municipalities  already  reassessed  a  second  time 
under  Section  63; 

o  "Open  Houses"  to  explain  assessments  to  ratepayers 
and  their  appeal  rights,  increased  from  10U  days  for 
Section  63s  only  to  12,050  days  in  1983  for  all  838 
municipalities ; 

o  Assessment  advertisements  in  Ontario  dailies  and 
weeklies  increased  from  U65  to  1,251  annually 
(including  111  ethnic  papers); 

o  750,000  pamphlets  explaining  property  assessment 
methods,  mill  rates  and  appeal  rights  were 
distributed. 


Results: 

o  While  total  assessable  units  increased  by  415,000  to 
5.2  million,  appeals  declined  both  absolutely  by 
33,000  and  relatively  from  3.2  to  2.U  per  cent 
annually. 
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Most  significantly,  in  municipalities  reassessed  by 
Section  63  or  proclamation,  appeals  have  been 
reduced  by  57  per  cent  from  47,081  to  20,263,  or 
from  3  to  1  per  cent  of  assessable  units  annually. 

o  Between  1981  and  1983  the  reduction  in  assessments 
by  appeals  decreased  by  l6  per  cent  from  $127 
million  to  $106  million  for  all  municipalities.  But 
in  municipalities  reassessed  by  Section  63  or 
proclamation,  assessment  losses  through  appeals  was 
cut  by  28  per  cent . 

o  The  Ministry  also  publishes  over  1,000  equalization 
factors  for  all  municipalities  annually.  These 
measure  their  relative  fiscal  wealth  and  are  used  to 
allocate  regional  government  and  school  board  costs, 
and  provincial  grants.  In  1979  l44  municipalities 
appealed  their  equalization  factors,  compared  to 
only  4  in  each  of  1983  and  1984. 

o  On  recommendation  and  request  by  municipal  councils, 
the  Municipal  Advisory  Committee  and  the  Association 
of  Ontario  Municipalities,  the  Ministry  has  assessed 
473,000  property  renovations  and  additions  over  the 
then-statutory  exemption  of  $2,500  in  market  value 
since  1981  (i.e.  excluding  ordinary  maintenance  and 
repairs).  This  has  contributed  substantial  revenues 
to  municipalities,  and  enhanced  the  consistency  and 
fairness  of  assessments.  Of  838  municipalities, 
only  the  City  of  Toronto  has  criticized  these 
assessments . 


2.  Provincial  Taxation 


Measures .  Among  the  l4l  new  measures  implemented  in  this 
program  since  1978  were: 

o  Establishment  of  the  Taxpayer  Services,  Tax  Appeals 
and  Taxation  Data  Branches  to  improve  the  processing 
of  enquiries,  objections,  tax  rebates  and  tax  grant 
payments . 

o  Retail  Sales  Tax  district  office  network  re-organized 
to  increase  vendor  services  in  the  "fast  growth" 

Peel,  Hamilton  and  Durham  regions. 

o  Tax  Banking  Service  introduced  to  allow  tax  payments 
at  commercial  banks  (currently  20  per  cent  of  total 
payments  ) . 

o  Special  Vendors  Assistance  Program  established  and 
expanded  to  assist  new  and  existing  vendors  to 
understand  sales  tax  changes. 
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o  Investment  in  new  computer  systems  to  improve 

targetting  of  tax  guides,  pamphlets,  bulletins  and 
rulings,  covering  over  1  million  pieces  annually. 

o  Numerous  legislative  amendments  and  administrative 

changes  to  clarify  and  simplify  taxes,  reduce  "paper 
burdens",  parallel  federal  tax  changes  and  avoid 
interprovincial  double  taxation. 


Results : 

o  While  the  number  of  active  taxpayers  has  increased 
by  214,000  or  62  per  cent  since  1978,  the  number  of 
delinquencies  has  declined  from  22  per  cent  to  17 
per  cent  of  the  tax  roll. 

o  The  great  majority  of  these  "delinquencies"  were 

technical  or  minor  infractions  only.  Consequently, 
in  response  to  individual  circumstances,  13,400 
taxpayers  were  relieved  of  late-filing  charges 
worth  $1.5  million  in  1984  alone. 

o  Also  to  minimize  hardships,  the  Ministry  has 

consistently  made  arrangements  for  the  payment  of 
back-taxes  for  about  13  per  cent  of  delinquent 
accounts,  covering  $20  million  in  1934. 

o  In  1983-84,  taxpayers  filed  objections  to  only 

0.30  per  cent  or  1,490  of  354,000  tax  assessments 
issued  by  the  Ministry. 

o  Further,  of  the  1,554  Objections  settled,  80  per 

cent  were  withdrawn  or  confirmed  in  the  Ministry's 
favour.  20  per  cent  were  partly  or  fully  varied 
for  taxpayers,  of  which  over  50  per  cent  were 
adjusted  on  the  basis  of  new  information  supplied  by 
taxpayers . 

o  Significantly,  only  57  court  appeals  were  filed  by 
taxpayers  in  1983-84.  Of  the  court  appeals  cleared 
(typically  from  earlier  years)  95  per  cent  were 
abandoned  by  taxpayers  or  settled  before  proceeding 
to  court.  Only  3  appeals  actually  went  to  court. 

o  Finally,  only  2.7  per  cent  of  delinquencies  were 
taken  to  court  by  the  Ministry  in  1984.  Of  the 
1,076  sales  tax  vendors  involved  all  were  prosecuted 
by  way  of  the  Provincial  Offenses  Act  and  only  2.3 
per  cent  involved  more  serious  evasion-related 
offenses . 
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3.  Guaranteed  Annual  Income  &  Tax  Grants  for  Seniors 


Measures .  Included  in  the  25  new  measures  implemented  in 
this  program  since  1978  were: 

o  With  the  Ministry's  relocation  to  Oshawa,  $2.2 
million  was  invested  in  new  computer  systems  to 
improve  substantially  GAINS/OTG  payments  production, 
accounts  management  and  enquiry  service  levels. 

o  Walk-in  Enquiry  Centres  for  seniors  in  Toronto  and 
Oshawa,  with  on-line  access  to  accounts.  The 
Ministry's  77  sales  tax,  property  assessment  and 
savings  offices  across  Ontario  are  stocked  with 
explanatory  information  and  provide  referral 
services.  Ministry  of  Northern  Affairs  provides 
similar  assistance  throughout  northern  Ontario. 

o  Dedicated  MPP  Enquiry  Service  established  for 

enquiries  and  problems  received  by  constituency 
offices . 

o  Simplification  of  Property  Tax  Grants  application 
forms  and  requirements,  to  reduce  the  number  of 
incomplete  or  inaccurate  applications  and  get  more 
grants  faster  to  more  applicants. 

o  Improved  access  and  management  of  changes  in  federal 
OAS/GIS  changes  which  affect  Ontario  GAINS  and  tax 
grant  entitlements. 


Results: 

o  Despite  growth  of  5  per  cent  in  the  OTG  file  in 

1982-84,  telephone  enquiries  have  decreased  by  36 
per  cent,  as  the  processing  of  applications  and 
payment  has  improved  since  the  Ministry's  relocation 
to  Oshawa . 

o  The  number  of  OTG  applications  requiring  corrections 
before  payments  has  decreased  from  UO  per  cent  in 
1980  to  13  per  cent  in  1984. 

o  60  per  cent  of  enquiries  to  the  MPP  desk  are 

answered  immediately  during  the  first  call.  The 
average  response  time  for  the  remaining  more  complex 
calls  is  3  days.  The  average  turnaround  time  for 
resolving  enquiries  from  the  general  public  is  7 
days . 

o  Improvements  in  the  synchronization  between  the 
federal  OAS/GIS  and  GAINS  accounting  cycles  has 
resulted  in  1,000  fewer  overpaid  or  underpaid 
accounts  each  month  and  300  fewer  cheques  issued  to 
deceased  pensioners. 
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4 .  Province  of  Ontario  Savings  Offices 


Traditionally,  POSO  has  paid  1/2  per  cent  above  interest 
paid  on  savings  accounts  by  the  chartered  banks.  This 
competitive  advantage  has  been  greatly  eroded,  if  not  entirely 
offset,  in  recent  years  by  the  proliferation  of  new  types  of 
interest-bearing  current /savings  accounts,  term  deposits  and 
daily  interest  accounts  by  the  chartered  banks  and  trust 
companies . 

The  ability  of  POSO  to  hold  its  customers  and  accounts  in 
the  face  of  intensified  competition  is  largely  due  to  its  last 
competitive  advantage  of  old-fashioned,  personalized  customer 
service . 


5.  The  Ombudsman's  Report 


In  the  Ombudsman's  report  for  1983-84  the  number  of 
complaints  lodged  against  Revenue  increased  from  30  to  92. 

Given  the  punitive  nature  of  taxation  and  property  assessment, 
frequent  tax  increases  and  changes,  and  the  growth  in  tax 
rolls,  this  increase  is  not  surprising.  However,  these 
complaints  were  still  less  than  2  per  cent  of  the  5,563  total 
of  complaints  for  all  ministries. 

In  the  great  majority  of  cases,  the  complaints  were 
withdrawn  or  were  "unsupported"  by  the  Ombudsman.  There  were 
only  four  cases  which  led  to  tentative  conclusions  or 
recommendations  by  the  Ombudsman  which  were  critical  of  the 
Ministry.  Two  of  these  were,  as  a  result,  resolved  by  the 
Ministry.  The  remaining  two  complaints  involved  questions  of 
tax  policy  rather  than  administration,  and  have  been  referred 
to  Treasury. 

Only  one  case  was  considered  important  enough  to  be 
described  in  detail.  The  Ombudsman  concluded  that  the  Ministry 
had  acted  in  accordance  with  the  relevant  legislation  and 
reasonably,  and  could  find  no  reason  to  make  a  recommendation 
on  behalf  of  the  complainant . 


6.  Provincial  Auditor's  Report 


Again ,  the  latest  report  contained  no  references  to 
problems  in  the  administration  of  Revenue's  programs  which 
might  have  affected  adversely  our  customers,  directly  or 
indirectly. 

In  fact,  the  report  contained  no  references  to  problems 
of  any  kind. 
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D.  NEW  MEASURES  IN  1984 


Revenue  introduced  42  small  and  large  CS+RR  measures  in 
1984.  These  benefit  a  wide  range  of  corporations,  small 
businesses,  farmers,  senior  citizens  and  individual  taxpayers. 
They  also  benefit  the  Ministry  by  reducing  administration 
costs.  Among  these  are: 

o  Assessment  Exemption  for  Home  Improvements  was 

doubled  to  $5,000  for  78,000  homeowners.  (New 

Measure  183 ) 

o  Province  of  Ontario  Savings  Offices'  new  direct 

deposit  service  covers  over  13,000  deposits  monthly, 
totalling  more  than  $8  million.  (New  Measure  211) 

o  Tax  Refunds  of  $17  million  to  7,000  truckers  was  cut 
from  26  to  13  days.  (New  Measure  19 6) 

o  "Single-Trip  Permit"  procedures  have  been  simplified 
covering  6,000  trips  by  out-of-province  truckers. 
(New  Measure  187 ) 

o  A  Major  Communications  Program  was  started  to  help 
160,000  businesses  to  better  understand  tobacco, 
diesel  and  gas  taxation.  (New  Measure  197) 

o  Simplification  of  Corporations  Tax  rules  will 
benefit  35,000  new  incorporations  and  290,000 
corporations  filing  returns  annually.  (New  Measures 
188  &  189) 

o  Improvement  of  Retail  Sales  Tax  Returns  has  cut 

deficient  monthly  returns  from  20  to  5  per  cent, 
benefitting  20,000  retailers.  (New  Measure  208 ) 

o  Small  Business  Development  Corporations  Program 

services  have  been  expanded  to  assist  small 
businesses,  particularly  in  Northern  and  Eastern 
Ontario.  (New  Measures  198,  199,  200  &  201) 

o  Tax  Objection  &  Appeal  Rights  have  been  improved  and 
extended .  (New  Measures  190 and  191 ) 

o  GAINS  &  Ontario  Tax  Grants  administration 

improvements  will  benefit  many  senior  citizens, 
particularly  in  waiving  overpayments.  (New  Measures 
185,  192,  193  &  194) 

o  Review  of  Ministry  Correspondence  resulted  in 

changes  to  145  of  242  computer -gene rated  letters  to 
ensure  clarity,  accuracy,  consistency  and  courtesy. 
(New  Measure  219) 
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o 


Toll-Free  Telephone  access  has  been  improved  to 
14  regional  sales  tax  and  19  property  assessment 
offices.  (New  Measures  204  and  222) 

o  Publications  and  Advertising 

a)  Publications:  In  addition  to  273  existing 
publications,  7,164,475  copies  of  53  new  or 
revised  guides,  pamphlets  and  bulletins  were 
issued  in  1984.  These  related  to  all  taxes, 
Ontario  Tax  Grants,  Small  Business  Development 
Corporations  and  property  assessment.  A  large 
number  of  these  publications  were  bilingual. 
Others  were  published  separately  in  English  and 
French  (See  Part  III). 

b)  Advertising:  In  1984,  1,978  advertisements  were 
placed  in  Ontario  daily,  weekly  and  ethnic 
newspapers.  These  informed  taxpayers  of  Ontario 
Budget  tax  measures,  new  legislation  and  rulings; 
senior  citizens  of  GAINS/OTG  application  and 
payment  dates ;  and  property  owners  of  assessment 
Open  Houses  and  appeal  deadlines,  etc. 

c)  Distribution:  The  Ministry's  new  ARIEL  system 
has  improved  the  targetting  of  publications  to 
customers,  with  considerable  cost  savings.  (New 
Measure  212 ) 

o  Customer  Service  Training  Program  for  Ministry  staff 
was  strengthened  by  a  number  of  initiatives.  (New 
Measure  218 ) 
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E.  PREVIOUS  MEASURES  DELISTED 


In  1978  to  198*+,  the  Ministry  implemented  22h  CS+RR 
measures  worthy  of  mention  in  these  reports.  The  great 
majority  of  these  measures  are  now  part  of  our  ongoing 
operations,  and  are  subject  to  continued  modification  and 
improvement.  A  full  listing  of  these  measures  is  provided  in 
the  Accumulated  Index  in  Part  IV.  Fuller  information  may  be 
obtained  by  referring  to  earlier  reports. 


F.  SUMMARY  OF  MEASURES 


Reports  I  to  XII 


o  Completed  St  Ongoing  182 


Report  XIII 


o  New  Measures 


1+2 


TOTAL 


22l+ 
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PART  II:  NEW  REGULATORY  REFORM  AND  CUSTOMER 
SERVICE  MEASURES  IN  I98U 


A.  NEW  REGULATORY  REFORM  MEASURES 


The  opportunities  for  comprehensive  statutory  simplifica¬ 
tion  or  reform — and  hence  wholesale  rationalization  of 
attendant  regulations  and  administrative  practices — are 
inevitably  limited.  As  described  under  New  Measure  186, 
consolidating  the  administrative  provisions  of  the  Ministry's 
tax  and  grant  statutes  is  a  complex  and  time-consuming  process, 
involving  extensive  consultation  with  external  professional 
bodies . 


As  an  ongoing  process,  therefore,  regulatory  reform 
occurs  as  a  series  of  limited  actions  to  correct  particular 
problems  and  anomalies  within  existing  statutory  structures. 
This  is  achieved  by  a  variety  of  means:  such  as,  specific 
legislative  amendments,  Orders-in-Council ,  Ministerial 
authority,  and  revised  administrative  rulings  and  practices. 


While  this  process  is  largely  reactive,  it  is  also  more 
manageable,  flexible  and  faster  in  dealing  with  policy  changes, 
new  problems  and  individual  hardships.  These  features  are 
illustrated  by  the  new  regulatory  measures  described  in  this 
report  (marked  by  RR ) : 

o  New  Measure  185  avoids  hardship  to  a  relatively 
small  number  of  senior  citizens. 

o  New  Measure  183  updates  the  long-standing 

homeowners'  assessment  exemption  for  repairs  and 
maintenance . 

o  New  Measure  188  reduced  reporting  requirements  for 
large  numbers  of  new  corporations. 


The  9  new  regulatory  reform  measures  in  this  Report 
increase  the  running  total  by  lU  per  cent  to  12  since  1978. 
Altogether,  they  have  benefitted  virtually  every  provincial 
taxpayer  and  senior  citizen  receiving  Ontario  GAINS  and  OTG 
payments . 
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NEW  MEASURE  183:  INCREASE  IN  ASSESSMENT  EXEMPTION 

FOR  HOME  REPAIRS  AND  IMPROVEMENTS 


RR 


The  general  exemption  which  allows  property  owners  to  make 
repairs  and  modest  improvements  to  their  homes  without 
incurring  increases  to  their  assessments  and  subsequent  tax 
bills  was  increased  in  1984  from  $2,500  to  $5,000. 

When  the  $2,500  ceiling  was  established  in  1971,  it  was  at 
the  time  considered  a  reasonable  dollar  allowance  for 
property  owners  to  undertake  repairs,  maintenance  and  most 
improvements  without  tax  increases.  Over  time,  this 
exemption  has  been  eroded  by  inflation,  such  that  it  is 
difficult  to  distinguish  between  non-assessable  maintenance 
activities,  and  more  substantial  alterations.  The  new 
$5,000  limit  is  more  reflective  of  today's  property 
maintenance  and  construction  costs. 


While  major  additions  and  renovations  to  properties  beyond 
this  new  level  will  continue  to  be  assessed  and  taxed  in 
the  usual  way ,  this  new  measure  will  allow  for  a 
comfortable  margin  to  be  maintained  within  which  ratepayers 
can  make  reasonable  improvements  to  their  homes  without 
property  tax  increases. 

This  measure  is  expected  to  affect  approximately  78,000 
properties  with  a  market  value  of  $156 ,000 ,000 . 

An  explanation  of  this  change  was  included  in  the 
information  bulletin  entitled  "Disabled  and  Seniors  in  the 
Community"  published  in  English  (38,000)  and  French 
(2,000) ,  and  distributed  to  MPPs ,  associations,  heads  of 
municipal  councils  and  school  boards,  tax  agents  and 
Provincial  Government  agencies. 


Target 


May  1 6,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  184:  SIMPLIFICATION  OF  EXEMPTION 

FOR  UNIVERSITY  MEAL  PLANS 


RR 


The  1982  Budget  permitted  exemption  from  sales  tax  for 
prepared  food  products  served  to  students  by  a  school  or 
university  as  part  of  a  meal  plan.  Confusion  arose  as  to 
the  time  periods  involved  and  types  of  meal  plans. 

A  I98U  amendment  to  the  Retail  Sales  Tax  Act  clarified  this 
issue  by  specifically  stating  that  the  time  periods  covered 
were  a  full  school  term,  a  semester  or  a  similar 
uninterrupted  period  that  comprises  more  than  30  days. 


This  amendment  has  clarified  understanding  and  eliminated 
regular  enquiries  directed  to  the  Ministry  from  22 
community  colleges  and  16  universities  3  representing  a 
student  population  of  approximately  2613000. 


Target 


December  31,  198^ 


Status 


COMPLETED  AND  ONGOING 
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HEW  MEASURE  185:  MIHISTERIAL  WAIVER  OF  OTG 

OVERPAYMENTS  TO  SENIORS 


RR 


Until  the  spring  of  1984 ,  there  was  no  provision  in  the 
Ontario  Tax  Grant  Program  to  permit  the  Minister  of  Revenue 
to  discontinue  collection  action  where  there  had  been  an 
overpayment,  even  though  in  some  cases  collection  of  the 
overpayment  might  be  deemed  unreasonable  due  to  the 
senior's  limited  resources. 

The  Ontario  Pensioners  Property  Tax  Assistance  Amendment 
Act,  1984,  provides  the  Minister  with  the  authority  to 
waive  collection  of  the  whole  or  a  portion  of  an  Ontario 
Tax  Grant  overpayment  where  full  collection  is  deemed 
unreasonable . 


This  regulatory  reform  measure  allows  the  Ministry  the 
discretion  to  deal  with  Ontario  Tax  Grant  overpayment  cases 
in  a  more  reasonable  and  compassionate  way s  based  on  the 
circumstances  of  the  senior  citizens  involved.  It  is 
anticipated  that  on  an  ongoing  basis ,  100  to  200 
overpayments  per  year  will  be  waived  under  this  provision. 


Target 


May  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  186:  SIMPLIFICATION  OF  THE  TAXING 

AND  GRANTS  STATUTES 


RR 


With  changing  policy,  legal  and  administrative 
requirements,  it  is  all  too  easy  for  tax  legislation  to 
become  outdated  and  cumbersome.  The  resulting  confusion 
causes  decreased  voluntary  compliance,  administrative 
inefficiencies,  and  undermines  the  Ministry's  ability  to 
combat  tax  evasion. 

Consequently,  the  Ministry  is  undertaking  a  comprehensive 
legislative  review  of  all  taxing  and  grants  statutes  under 
its  jurisdiction  to  ensure  that  the  Ministry's  legislation 
meets  today's  requirements  and  is  made  as  understandable  as 
possible . 

The  Ministry  has  completed  the  review  of  administrative 
provisions  governing  sanctions  and  penalties.  The 
recommended  changes  stress  the  need  for  uniformity  and 
consistency  of  application,  and  would  reinforce  fair  and 
equitable  treatment  of  taxpayers  and  agents. 


Prior  to  obtaining  the  necessary  statutory  amendments  for 
these  measures ,  the  Ministry  will  seek  the  adviee  and 
reaction  of  professional  tax  associations .  The  Ministry 
has  successfully  fostered  this  type  of  consultative  process 
with  such  associations  as  the  Chartered  Accountants  of 
Ontario 3  the  Ontario  Bar  Association  and  the  Tax  Executive 
Institute  . 

This  productive  and  open  relationship  with  outside  agencies 
offers  assurance  that  the  final  amendments  will  address  the 
needs  of  affected  client  groups . 


Target 


First  stage,  December  31,  198*+ 


Status 


SANCTIONS  REVIEW  COMPLETED  -  CONSULTATIVE  AND 

LEGISLATIVE 
AMENDMENT  PROCESSES 
UNDERWAY 
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NEW  MEASURE  l8T:  DIESEL  TAX  SIMPLIFICATION  FOR 

TRUCKERS 


RR 


The  Ministry  of  Revenue  is  working  closely  with  the 
Ministry  of  Transportation  and  Communications  in  its 
on-road  monitoring  activities.  This  co-operative  effort 
will  see  MTC  inspectors  enforcing  important  parts  of  the 
Fuel  Tax  Act  on  behalf  of  the  Ministry  of  Revenue.  Revenue 
fuel  tax  inspectors  have  been  effectively  deployed  to  serve 
other  areas  of  the  province. 

Simultaneously,  the  "single  trip  permit"  used  under  the 
Fuel  Tax  Act  has  been  amalgamated  with  one  of  the  "single 
trip  permits"  issued  by  the  Ministry  of  Transportation  and 
Communications.  Both  ministries,  as  well  as  the 
Transceiver  truck  stops,  will  be  issuing  the  "single  trip 
permits"  on  a  joint  basis.  Over  6,000  of  these  permits  were 
issued  in  the  first  four  months. 


As  a  result  of  these  initiatives 3  truckers  entering  the 
province  on  a  "single  trip"  basis  will  only  have  to  deal 
with  one  issuing  office  and  one  inspection  force  .  This 
will  reduce  their  time  spent  complying  with  the  Acts 3  and 
leave  a  more  favourable  impression  of  their  dealings  with 
the  Province  of  Ontario.  It  will  encourage  similar 
treatment  of  Ontario  truckers  in  other  jurisdictions . 

Cases  where  truckers  are  stopped  by  inspectors  from  two 
different  ministries  should  become  negligible 3  rather  than 
routine . 

This  initiative  allows  the  Ministry' s  fuel  tax  inspectors 
more  time  to  service  and  provide  information  to  other 
important  clients  such  as  farmers  and  users  of  the  smaller 
highways  and  roads. 


Target 


September ,  I98U 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  188:  SIMPLIFIED  INFORMATION  FROM 

NEW  CORPORATIONS 


RR 


Shortly  after  companies  are  incorporated  by  the  Companies 
Branch  of  the  Ministry  of  Consumer  and  Commercial 
Relations,  they  are  required  to  complete  a  questionnaire 
issued  by  the  Ministry  of  Revenue's  Corporations  Tax 
Branch.  This  questionnaire  requests  initial  data  with 
respect  to  their  business  intentions  (first  taxation  year 
ends,  names  and  addresses  of  provisional  directors  etc.). 

Since  legal  and  accounting  bodies  initiate  the  majority  of 
proceedings  to  incorporate  their  clients,  the  Corporations 
Tax  Branch  previously  mailed  this  questionnaire  directly  to 
the  business  addresses  of  the  professional  groups  provided 
in  the  articles  of  incorporation,  rather  than  to  the 
business  involved. 

This  administrative  procedure  placed  undue  information 
demands  on  the  professional  groups  and,  in  many  cases, 
left  the  corporate  taxpayers  unaware  of  these  information 
requirements . 

In  response  to  this  problem,  the  Ministry  developed  a 
two-fold  initiative: 

o  The  Corporations  Tax  Branch  questionnaire  has  been 
revised  and  simplified  to  request  only  the  minimum 
essential  information; 

o  The  information  requirement  packages  sent  out  by 
the  Companies  Branch  of  the  Ministry  of  Consumer 
and  Commercial  Relations  now  include  the 
Corporations  Tax  Branch  questionnaire.  The  form  is 
completed  by  the  taxpayer  corporation  and  returned 
to  the  Companies  Branch. 


This  measure  directly  benefits  some  35,000  companies  being 
incorporated  in  Ontario  this  year.  It  also  eliminates  data 
requirements  being  made  at  separate  times  by  both  Revenue 
and  Consumer  and  Commercial  Relations  and  reduces  the  role 
and  responsibilities  undertaken  by  legal  and  accounting 
groups  when  incorporating  businesses . 


Target 


November ,  1984 


Status 


COMPLETED  AND  ONGOING 
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RR 


NEW  MEASURE  189:  SIMPLIFICATION  OF  CORPORATE  TAX 

INSTALMENTS 


The  Corporations  Tax  Branch  commissioned  a  study  to: 

o  define  the  problems  encountered  with  the  scheduled 
instalment  provisions  from  a  review  of  internal 
records ; 

o  determine  attitudes  among  corporate  principals  and 
their  accountants,  regarding  practical  compliance 
with  the  instalment  payment  requirements  of  the 
Corporations  Tax  Act;  and 

o  obtain  feedback  on  the  clarity  of  the  Branch's 
forms  and  content  in  responding  to  enquiries. 

The  observations  and  conclusions  contained  in  the  results 
of  this  report  have  been  incorporated  into  the  branch 
objectives  for  improved  customer  services. 


From  an  analysis  of  the  study 3  the  Branch  will  place 
special  emphasis  on  tax  return  simplification  and 
assessment  notice  clarity 3  along  with  providing  data  to 
support  any  recommendations  respecting  the  nature  of  tax 
instalment  requirements .  This  activity  should  achieve  a 
higher  degree  of  understanding  in  the  corporate  sector  and 
benefit  290 s000  corporations  filing  returns  with  the 
Branch . 


Target 


March  31,  1986 


Status 


SCHEDULED  ACTIVITY  89/86 
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RR 


NEW  MEASURE  190:  TAX  OBJECTION  RIGHTS  EXTENDED 


Under  the  seven  Ontario  tax  statutes  administered  by  the 
Ministry  of  Revenue,  taxpayers  are  entitled  to  request  a 
review  of  tax  assessments  issued  by  the  Ministry.  This 
review  is  conducted  at  no  expense  to  the  taxpayer. 

To  ensure  that  all  taxpayers  assessed  under  these  statutes 
have  the  right  to  such  a  review,  the  right  to  object  has 
been  extended  to  include: 

o  a  late  filing  penalty  under  the  Retail  Sales  Tax 
Act ;  and 

o  a  penalty  levied  against  wholesalers  under  the 
Tobacco  Tax  Act. 

Until  the  right  to  object  was  extended,  taxpayers  could 
obtain  a  review  only  through  a  costly  judicial  review. 

An  information  bulletin  issued  in  both  English  and  French 
highlighting  this  extension  was  distributed  to  a  mailing 
list  of  11,000  including  MPPs,  MPs,  accountants,  lawyers 
and  other  interested  parties. 


This  measure  ensures  that  approximately  450  taxpayers  who 
have  been  assessed  the  above  penalties  are  now  able  to 
exereise  their  right  to  dispute  penalties  received  under 
these  two  Acts. 


Target 


June,  1984 


Status 


COMPLETED 
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RR 


NEW  MEASURE  191:  INCREASED  TIME  FOR  TAX  APPEALS 


In  order  to  parallel  Federal  Budget  measures  announced  in 
February,  I98U  and  to  avoid  confusion  by  taxpayers,  changes 
have  been  made  to  the  Ontario  appeals  provisions  by  which 
Ontario  citizens  might  file  appeals  pertaining  to  the 
taxing  statutes  administered  by  the  Ministry  of  Revenue. 

TIME  LIMITATIONS  -  the  time  for  filing  Notices  of 
Objection  is  extended  from  90  days  to  180  days. 

EXTENSION  OF  TIME  -  the  time  for  filing  Notices  of 
Objection  may  be  further  extended  after  the  180  days 
to  file  has  expired.  The  request  for  extension  must 
be  within  one  year  of  the  date  of  the  mailing  of  the 
Notice  of  Assessment  or  Statement  of  Disallowance. 

An  information  bulletin  issued  in  both  English  and  French 
highlighting  this  change  was  distributed  to  a  mailing  list 
of  11,000  including  MPPs,  MPs,  accountants,  lawyers  and 
other  interested  parties. 


This  measure  directly  benefits  every  Ontario  taxpayer  by 
significantly  increasing  the  time  to  dispute  tax 
assessments  or  disallowances .  The  extension  of  time  is 
expected  to  affect  50  Ontario  taxpayers  annually. 


Target 


February  15,  198U 


Status 


COMPLETED  AND  ONGOING 
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B.  NEW  CUSTOMER  SERVICE  MEASURES 


Unlike  most  regulatory  reform  measures ,  improved  customer 
services  (marked  CS)  typically  do  not  require  special  statutory 
authority  and  are  implemented  as  management  directives. 


While  RR  measures  mostly  concern  simplifying  formal 
compliance  requirements,  the  CS  measures  mostly  concern 
providing  customers  with  information  to  allow  them  to  better 
meet  their  obligations,  as  well  as  improving  the  Ministry's 
delivery  of  program  benefits. 


The  new  customer  services  measures  in  I98U  cover  the  full 
range  of  the  Ministry's  property  assessment,  taxation,  senior 
citizens'  grants  and  savings  office  programs.  As  with  the  new 
RR  measures,  they  are  each  designed  to  deal  with  very  particu¬ 
lar  customer  problems  and  needs.  For  example: 

o  Measures  192,  193,  and  19^+  improve  the  delivery  of 
GAINS/OTG  benefits  to  senior  citizens. 

o  Measures  197,  205-209  and  212  improve  the  delivery 
of  specialized  information  to  taxpayers. 

o  Measures  20h  and  213  improve  customers'  access  to 
Ministry  offices. 


The  33  new  CS  measures  described  in  this  Report  represent 
an  increase  of  28  per  cent  since  1983,  to  a  new  total  of  152 
since  1978. 
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NEW  MEASURE  192:  FASTER  UPDATING  OF  ONTARIO 

TAX  GRANT  ENTITLEMENTS 


CS 


Previously,  information  regarding  addresses  and  spousal 
status  changes  for  senior  citizens  who  receive  Ontario  Tax 
Grants  was  picked  up  through  conversion  from  federal 
OAS/GIS  data,  correspondence  or  from  application 
processing.  However,  many  of  these  clients  also  receive 
monthly  payments  from  the  Ministry  under  the  Guaranteed 
Annual  Income  System  (GAINS). 

This  new  measure  to  update  the  OTG  data  base  from  the  GAINS 
status  changes,  in  addition  to  changes  coming  to  the  branch 
from  other  sources,  was  based  on  the  fact  that  the  monthly 
issuance  of  GAINS  cheques  elicited  a  more  accurate  and 
regular  flow  of  change  notification  from  the  clients. 


Updating  the  OTG  data  base  from  the  monthly  GAINS  status 
changes  has: 

o  enabled  a  more  regular  and  timely  update  of 
information  to  the  OTG  data  base 3  with 
approximately  33500  accounts  per  year  updated  more 
quickly  than  would  otherwise  be  possible; 

o  resulted  in  a  more  accurate  and  quicker  response  in 
reacting  to  applications  previously  issued  to 
outdated  addresses  ( 800  cases  following  the  1984 
application  mail-out ) ;  and 

o  reduced  the  incidence  of  cheque  mail -out  to 

outdated  addresses  and  the  resulting  inconvenience 
to  the  client  in  13800  cases  annually. 

This  measure  ensures  that  the  most  accurate  available 
information  is  maintained  for  the  204 3000  accounts  on  the 
OTG  data  base  who  also  receive  regular  monthly  GAINS 
payments . 


Target 


July,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  193:  CHANGE  IN  GAINS  CHEQUE 

MAILING  DATE 


CS 


Since  the  Guaranteed  Annual  Income  System  (GAINS)  was 
established  in  July,  1974,  cheques  have  been  mailed  to 
qualifying  pensioners  on  or  about  the  15th  of  each  month. 

Health  and  Welfare  Canada  (HWC)  updates  the  Old  Age 
Security /Guaranteed  Income  Supplement  (OAS/GIS)  file  four 
times  each  accounting  month  with  status  changes,  income 
adjustments,  death  notifications  etc.  Federal  cheques  are 
produced  following  the  fourth  update. 

In  order  to  meet  a  mid-month  cheque  mailing  date,  the  GAINS 
file  has  traditionally  been  updated  with  a  federal  extract 
obtained  following  the  second  update  in  the  OAS/GIS 
accounting  month.  This  means,  for  example,  that  roughly  50 
per  cent  of  the  file  changes  and  corrections  made  by  HWC  in 
time  for  their  June  cheque  issue  are  not  picked  up  and 
reflected  in  the  GAINS  file  until  July.  On  an  annual 
basis,  there  are  over  60,000  such  changes  with  a  potential 
impact  on  GAINS  eligibility. 

Effective  September  1984,  GAINS  cheques  were  mailed  on  or 
about  the  25th  of  the  month,  allowing  us  to  synchronize  the 
GAINS  accounting  month  with  the  OAS/GIS  accounting  month. 


This  measure  provides  significant  advantages  to  pensioners 
including : 

o  GAINS  rate  changes  will  be  reflected  in  the  same 
month  as  federal  rate  changes3  resulting  in  l3000 
fewer  overpaid  and  underpaid  accounts  each  month; 

o  ZOO  fewer  cheques  will  be  issued  each  month  to 
deceased  pensioners ;  and 

o  reduction  in  the  incidence  of  seniors  losing  a 
month' s  entitlement  due  to  federal  inter -regional 
transfer  of  files. 

Cheque  inserts  explaining  this  change  were  included  in  the 
August  and  September  GAINS  cheques  mailed  to  1853000 
Ontario  senior  citizens . 


Target 


September,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  19^:  UPDATING  OTG  FILE  WITH 

REGISTRAR  GENERAL  INFORMATION 


CS 


While  information  on  the  death  of  a  pensioner  for  purposes 
of  updating  the  Ontario  Tax  Grants  data  base  was  previously 
picked  up  through  OAS  conversion  or  through  correspondence/ 
application  processing,  the  information  was  very  often  not 
timely  enough  to  stop  cheque  production  on  a  deceased 
account.  For  this  reason,  the  Ministry  of  Revenue 
negotiated  with  the  Registrar  General  to  receive  death 
listings  more  quickly  and  directly. 

Directly  obtaining  and  actioning  the  Registrar  General's 
monthly  death  listing  has: 

o  minimized  the  time  lag  between  the  death  of  a 
client  and  the  recording  of  that  information; 

o  enabled  a  more  timely  update  of  death  information 
on  the  OTG  data  base; 

o  alleviated  the  cheque-related  concerns  of  the 
bereaved  families;  and 

o  cut  administration  cost  previously  associated  with 
account  death  adjustment  after  cheque  issue. 


In  the  Interim  Property  Tax  Grant  cheque  issue  made  in  the 
spring  of  1984 ,  actioning  Registrar  General  listings 
enabled  GITC  to  avoid  sending  cheques  to  2S000  deceased 
pensioners  in  whose  names  cheques  would  otherwise  have  been 
issued . 


Target 


November,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  195:  PROFESSIONAL  REPRESENTATIVES' 

EVALUATION  OF  APPEALS  SERVICE 


In  1983,  the  Ministry  conducted  a  survey  of  individual  and 
corporate  taxpayers  who  had  objections  resolved  during  a 
specific  period  (see  Measure  164 ) .  The  results  of  this 
survey  were  used  to  refine  and  strengthen  the  service. 

As  an  extension  to  this  survey,  the  Ministry  conducted  a 
survey  of  156  professional  intermediaries  (lawyers, 
accountants  and  consultants)  who  had  objections  resolved 
during  1982-84.  Of  these,  40%  or  60  replied. 

Based  on  11  measurement  criteria,  85%  of  all  respondents 
were  satisfied  with  the  tax  appeals  service.  The  findings 
for  each  criterion  are  as  follows : 


%  of  Respondents 


Criteria 

Satisfied 

Courtesy 

100 

Accessibility 

94 

Complexity 

92 

Communication 

90 

Cost 

89 

Impartiality 

83 

Equity 

82 

Competence 

81 

Timeliness 

79 

Information /Knowledge 

77 

Independence 

67 

Though  the  survey  indicated  a  high  level  of  competence  3 
additional  improvements  have  been  identified . 

Respondents  identified  "independence"  as  the  criteria  with 
which  they  were  least  satisfied .  Their  comments  indicate 
that  this  client  group  is  very  aware  of  our  placement 
within  the  Tax  Revenue  and  Grants  Program. 


Target 


October  31,  1984 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  196:  FASTER  DIESEL  TAX  REFUNDS 

FOR  TRUCKERS 


CS 


It  is  Ontario  Government  policy  to  pay  refunds  of  tax 
promptly  to  truckers  and  bus  operators  who  overpay  tax  to 
Ontario  on  fuel  actually  used  in  the  province.  There  are 
7,000  truckers  involved,  both  in  Ontario  and  the  rest  of 
North  America,  who  typically  file  a  quarterly  tax  return  to 
pay  tax  or  claim  a  refund.  Refunds  are  paid  on  30  per  cent 
of  the  tax  returns  and  total  $17,000,000  per  year. 

Due  to  the  increasingly  high  volume  of  returns  and  the 
fact  that  existing  processing  methods  have  become  outmoded, 
it  has  taken  an  average  of  2 6  days  to  pay  refunds. 

In  early  I98U,  alternative  systems  were  investigated  and  a 
computer  development  project  is  now  largely  completed  to 
streamline  this  process  significantly. 

The  new  system  will  improve  efficiency  by  reducing  the 
percentage  of  tax  returns  that  require  significant  clerical 
effort  from  100  per  cent  to  approximately  30  per  cent. 

Most  refunds  will  be  automatically  processed  and  paid  by 
the  computer  system. 


Turnaround  time  for  the  issuance  of  cheques  to  over  7  s  000 
inter jurisdictional  truckers  is  expected  to  decline  from  an 
average  of  26  days  to  13  days. 


Target 


January,  1985 


Status 


ON  TARGET 
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NEW  MEASURE  197:  IMPROVED  INFORMATION  ON 

COMMODITY  TAX  CHANGES 


CS 


Due  to  the  many  legislative  changes  introduced  in  Ontario 
Budgets  over  the  past  few  years,  published  information  has 
not  kept  pace  with  the  administrative  rules  and  regulations 
governing  the  three  commodity  taxes  (Gasoline  Tax,  Fuel  Tax 
and  Tobacco  Tax)  administered  by  the  Ministry  of  Revenue. 

As  a  result,  some  clients  have  not  fully  met  the 
requirements  of  the  Tax  Acts  while  others  have  not  been 
fully  aware  of  exemptions  available  under  these  Acts. 

In  order  to  improve  client  understanding  of  these  changes 
and  to  encourage  compliance,  the  Motor  Fuels  and  Tobacco 
Tax  Branch  has  developed  a  comprehensive  communications 
plan.  This  plan  includes  22  communications  initiatives 
such  as  information  pieces  and  guides,  tutorials,  seminars 
and  expanded  use  of  the  Ministry  telephone  centre.  Sixteen 
of  these  initiatives  have  been  implemented. 

For  example,  a  "Guide  to  Farm  Fuel  Tax  in  Ontario"  will  be 
issued  in  spring  1985  to  70,000  farmers.  Also,  a 
comprehensive  program  has  been  undertaken  to  inform  80,000 
tobacco  retailers  of  the  necessity  to  purchase  tobacco 
products  only  from  bona  fide  wholesale  dealers.  This 
program  involves  mailing  of  1,300,000  warning  stuff ers  with 
Retail  Sales  Tax  returns,  and  50,000  personal  visits 
annually  to  retailers  by  Ministry  field  staff. 


This  measure  is  designed  to  improve  client  understanding  of 
the  three  eommodity  statutes  and  to  assist  them  in 
understanding  both  the  requirements  and  exemptions 
available  under  these  Acts.  Approximately  160,000  clients 
are  affected. 


Target 


March,  I98U 


Status 


COMPLETED  AND  ONGOING 
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HEW  MEASURE  198:  IMPROVEMENTS  IN  "INVESTMENT 

MATCHING  SERVICE"  FOR  SMALL 
BUSINESS  DEVELOPMENT  CORPORATIONS 


CS 


In  late  1983,  a  "matching  service"  for  small  businesses  and 
SBDC  investors  was  instituted  (Measure  168).  Currently, 
four  staff  are  involved,  supported  by  an  on-line  computer 
system. 

The  service  has  been  well  received  by  both  small  businesses 
and  SBDCs,  and  has  been  successful  in  producing  productive 
"match-ups"  between  interested  clients  from  each  group. 

The  SBDC  data  base  now  has  1,000  small  businesses  and  520 
investing  corporations  with  active  interest  and  real 
potential.  The  "Matching  Service"  has  proven  to  be  a 
worthwhile  and  innovative  service  to  small  businesses  and 
investors  in  the  province. 


In  1984 ,  this  service  accounted  for  18  investments 
totalling  $9 3600 3000  -  14  percent  of  the  total 
investments .  These  18  investments  represent  the  creation 
or  retention  of  approximately  1,000  direct  and  indirect 
jobs  in  Ontario.  Investments  for  the  year  involved  177 
companies  and  totalled  $70 ,900 ,000 . 


Target 


Ongoing 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  199:  IMPROVED  SBDC  COMMUNICATIONS 

AND  CUSTOMER  SERVICES 


CS 


Five  initiatives  were  undertaken  in  1984  to  enhance  and 
expand  the  program  information  provided  to  both  small 
business  and  potential  investors  in  the  Small  Business 
Development  Corporations  (SBDC)  program: 

o  a  simplified  grant  application  was  introduced, 
reducing  the  required  paperwork  from  two  forms  to 
one  shorter  form; 

o  a  questionnaire  has  been  developed  which  enables 
the  small  business  to  assess  its  own  eligibility 
and  speeds  the  Investment  Matching  process  for 
1,000  small  businesses; 

o  three  case  studies  were  prepared  to  illustrate  the 
program  to  potential  clients; 

o  25,000  bilingual  Small  Business  Development 

Corporations  guides  were  produced  and  distributed; 
and 

o  a  new  letterhead  and  kit  cover  were  designed  for 
enhanced  program  visibility. 


These  measures  have  significantly  improved  the  quality  of 
customer  service  and  the  accessibility  of  program 
information  available  to  both  small  businesses  and 
potential  investors. 


Target 


August ,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  200:  CO-OPERATION  IN  PROMOTING 

THE  SBDC  PROGRAM 


CS 


As  a  new  and  innovative  program,  the  success  of  the  Small 
Business  Development  Corporations  Program  depends,  to  a 
large  extent,  on  fully  productive  relationships  with  other 
ministries,  agencies,  development  banks,  etc. 

The  development  of  these  working  relationships  is  evident 
in  the  following  areas : 

o  the  Federal  Business  Development  Bank  now  conducts 
joint  seminars  with  the  Ministry  of  Revenue  and 
refers  those  clients  which  they  cannot  fund  to  the 
Ministry  if  it  is  felt  that  these  clients  might 
qualify  under  the  SBDC  program; 

o  the  Ministry  of  Industry  and  Trade  is  actively 
promoting  the  SBDC  program  by  conducting  seminars 
for  potential  investors  (approximately  40  seminars 
and  similar  meetings  were  held  in  1984);  and 

o  the  Ministry  has  also  fostered  a  productive 
relationship  with  Economic  Development 
Commissioners  of  municipal  and  regional 
governments . 

Strong  working  relationships  with  such  groups  and  agencies 
have  improved  and  expanded  our  contact  with  both  small 
businesses  and  potential  investors . 


Target 


December,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  201:  SBDC  PROMOTION  IN  NORTHERN 

AND  EASTERN  ONTARIO 


The  Provincial  Budget  of  May  198^  introduced  significant 
changes  to  the  Small  Business  Development  Corporations 
Program  by  creating  special  funds  for  Northern  and  Eastern 
Ontario  and  for  New  Enterprises.  This  preference  meant 
that  the  Program  now  had  to  be  marketed  much  more 
vigourously  in  these  areas,  in  order  to  ensure  fulfillment 
of  the  Treasurer's  economic  and  fiscal  objectives. 

This  change  in  emphasis  has  been  met  by  conducting  seminars 
in  six  northern  and  eastern  cities,  which  were  followed  up 
by  clinics.  These  sessions  provide  basic  introductory 
program  information  for  both  small  businesses  and  potential 
investors  and  outline  the  steps  by  which  either  party  might 
use  the  SBDC  program  to  meet  their  business  or  expansion 
goals.  In  I98U,  a  total  of  20  seminars  and  events  were 
conducted  in  the  north  by  SBDC  staff. 

The  effect  of  these  measures  has  been  to  lay  a  solid 
foundation  for  a  broadly-based  and  effective  SBDC  program 
presence  in  northern  and  eastern  Ontario.  SBDC  investment 
in  the  north  has  already  reached  a  rate  of  40  investments 
totalling  $8 s000 }000  annually.  This  is  approximately  7 
times  the  previous  rate  . 


Target 


First  stage,  December  I98U 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  202:  SMALL  BUSINESS  TAX  HOLIDAY 


CS 


The  1982  Ontario  Budget  introduced  a  two-year  income  tax 
holiday  on  the  first  $200,000  of  active  business  income 
earned  by  small  Canadian  controlled  private  corporations. 
This  was  extended  from  two  to  three  years  in  the  1983 
Budget.  The  holiday  applies  to  taxation  years  ending  after 
May  13,  1982  and  before  May  lh ,  1985. 

The  program  has  had  a  significant  impact  on  business  growth 
and  stability  in  the  small  business  sector.  Response  has 
been  unanimously  positive  and  concrete  results  are  evident 
in  the  areas  of  investment  and  employment.  Small 
businesses  were  also  able  to  increase  investment  and  create 
employment  which  would  not  otherwise  have  been  possible  in 
those  economic  conditions. 


During  the  first  25  months  of  the  program  over  90,000 
corporations  benefitted  from  tax  relief  of  $660  million. 
The  total  relief  for  36  months  is  estimated  at  $1  billion. 


Target 


May  13,  1982  to  May  lk9  1985 


Status 


UNDER  REVIEW 


Ul 


NEW  MEASURE  203:  ELECTRONIC  TRANSFER  OF 

CORPORATE  TAX  RETURN  (CT23) 
DATA  AND  SUPPORTING  DOCUMENTS 


The  Corporations  Tax  Branch  has  commissioned  a  pilot  study 
to : 

o  determine  the  viability  of  electronic  transfer  of 
tax  data  between  corporations,  or  their  designate, 
and  the  Ministry; 

o  investigate  the  extent  to  which  software  and 
automated  tools  are  available  to  support  the 
preparation  of  corporate  tax  returns  and  the  extent 
of  such  usage  by  other  jurisdictions;  and 

o  define  the  impact  of  the  concept  of  electronic 
transmission  of  tax  return  information  on  the 
Branch's  operations,  other  branches  and  that  of  the 
clients . 


The  observations  and  conclusions  of  this  study  will  be  used 
in  the  development  and  formation  of  the  Branch's  program 
planning  and  future  system  development  initiatives . 

Although  the  concept  of  electronic  filing  of  tax  return 
information  may  only  apply  to  a  portion  of  the  tax  roll  3  it 
could  significantly  simplify  the  processing  of  returns  for 
this  client  group. 


Target 


March  31,  1985 


Status 


ON  SCHEDULE 


* 


HEW  MEASURE  20k:  DIRECT-DIAL  ACCESS  TO 

ALL  RST  OFFICES 


It  is  the  policy  of  the  Ministry  of  Revenue  to  provide  free 
telephone  service  to  all  of  its  clients  and  taxpayers. 
Vendors  in  certain  areas  of  the  province  where  Zenith 
numbers  were  available  would  frequently  telephone  the 
Ministry's  Retail  Sales  Tax  branch  offices  collect  rather 
than  contact  an  operator  to  put  through  a  call  on  the 
Zenith  system. 

To  reduce  the  long-distance  charges  to  the  Ministry  and  to 
provide  improved  access  for  these  vendors,  a  wide  area 
telephone  service  (WATS)  has  been  installed,  eliminating 
the  need  for  operator-placed  calls. 


This  measure  has  resulted  in  improved  customer  telephone 
access  to  the  Ministry’s  14  Retail  Sales  Tax  Offices  for 
the  province's  201 3 500  vendors. 


Target 


January  1,  I98U 


Status 


COMPLETED  AHD  ONGOING 


NEW  MEASURE  205:  NEW  GUIDE  CLARIFIES  TAX  ON 

FLOOR  COVERINGS 


CS 


Vendors  who  supply  and  install  broadlooxn,  carpets  and  other 
flooring  materials  were  experiencing  difficulty  in 
understanding  and  equitably  applying  the  retail  sales  tax 
they  should  charge  their  customers.  A  Tax  Guide  dealing 
specifically  with  the  tax  application  for  this  type  of 
business  was  mailed  to  these  vendors. 


This  initiative  has  provided  a  clear  outline  of  the  tax 
application  for  the  560  vendors  involved  in  Ontario's 
broadloom  industry. 


Target 


May,  198^+ 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  206:  NEW  HANDBOOK  FOR  MOTOR  VEHICLE 

LICENCE  AGENTS 


Motor  Vehicle  Licence  agents  are  responsible  for  the 
application  of  retail  sales  tax  on  the  purchase/sale  of 
motor  vehicles  for  private  individual  transactions.  To 
ensure  that  this  tax  is  applied  correctly  and  equitably, 
these  320  agents  have  been  using  a  handbook  of  instruction, 
entitled  "The  Motor  Vehicle  Agents  Handbook",  issued  by  the 
Ministry  of  Revenue  in  1977 • 

With  the  introduction  of  the  Ministry  of  Transportation  and 
Communications'  new  computerized  licensing  and  registration 
system,  however,  major  revisions  were  required  to  this 
handbook.  To  assist  MTC  licensing  agents  in  performing 
their  functions  under  the  new  computer  system,  the 
Ministry  prepared  and  distributed  a  revised  "Motor  Vehicle 
Licence  Issuers'  Handbook"  in  March,  I98U. 

This  measure  assists  these  agents  in  responding  more 
quickly  to  enquiries  related  to  the  application  of  retail 
sales  tax  on  these  transactions.  Approximately  810,000 
private  sale  transfers  are  made  each  year. 

The  revised  handbook  will  be  updated  regularly  and  agents 
now  have  reliable  printed  information  to  assist  them  in 
determining  the  fair  and  equitable  application  of  retail 
sales  tax  when  motor  vehicles  are  bought  and  sold. 


Since  the  issuance  of  this  new  handbook 3  the  number  of 
calls  received  from  MTC  licensing  agents  on  a  monthly  basis 
has  been  reduced  by  50%  -  from  approximately  640  to  320. 


Target 


March  31,  198^ 


Status 


COMPLETED  AND  ONGOING 


HEW  MEASURE  207:  DISTRIBUTION  OF  SALES  TAX  GUIDE 

TO  DESIGNATED  PORTS 


The  Federal  government  requires  that  people  who  buy  boats 
register  the  craft  at  200  specifically  designated  ports. 
When  such  a  transaction  and  registration  involving  two 
private  individuals  takes  place,  many  purchasers  do  not 
know  whether  or  not  the  transaction  is  taxable,  who  pays 
the  tax  and  to  whom. 

To  assist  both  taxpayers  and  Federal  employees.  Federal 
authorities  have  agreed  to  distribute  Sales  Tax  Guide  No. 
117  "Private  Sales",  through  their  offices  at  designated 
ports.  The  guide,  which  provides  information  on  the 
application  of  retail  sales  tax  on  these  purchases,  is 
written  in  a  clear  and  straightforward  manner. 


This  initiative  has  enhanced  taxpayer  understanding  of  the 
application  of  Ontario  retail  sales  tax  relating  to  the 
approximate  40 s000  such  transactions  and  registrations  made 
each  year. 


Target 


September  30,  I98U 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  208:  REDUCED  ERRORS  IN  RETAIL  SALES 

TAX  RETURNS 


Approximately  20  per  cent  of  the  sales  tax  returns  received 
from  Ontario's  201,500  vendors  are  illegible.  Most  of 
these  problems  result  from  "scratch  outs",  corrections  and 
calculations  made  by  the  vendors,  which  require  almost 
30,000  Ministry  phone  calls  per  month  to  "at  fault"  vendors 
to  obtain  the  correct  information. 

To  make  it  easier  for  vendors  to  do  their  preliminary 
figuring,  a  "working  copy"  of  the  return  has  been  designed 
and  included  with  all  returns  effective  September  30,  1984. 

To  promote  the  new  "working  copy",  a  message  is  printed  in 
the  return  message  area. 


This  customer  service  measure  has  reduced  the  percentage  of 
illegible  returns  received  by  the  Retail  Sales  Tax  Branch 
from  201  to  51.  Subsequently  the  number  of  calls  made  by 
Ministry  staff  seeking  clarification  of  the  information 
provided  on  these  returns  each  month  has  also  been  reduced 
from  50,000  to  10,000. 


Target 


September  1,  1984 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  209:  MUNICIPAL  OFFICES  TO  DISTRIBUTE 

SPECIAL  RETAIL  SALES  TAX  GUIDE 
FOR  NEW  BUSINESSES 


Approximately  35,000  new  Businesses  start  up  in  Ontario 
each  year.  Many  of  the  people  who  open  a  new  business  are 
unaware  of  their  tax  responsibilities  and  are  uncertain 
whether  they  require  a  retail  sales  tax  vendor's  permit. 

Additionally,  most  municipalities  in  the  Province  require 
the  registration  of  these  new  businesses.  To  assist  new 
businesses  in  complying  with  the  Ontario  Retail  Sales  Tax 
Act,  approximately  800  of  the  larger  municipalities  have 
agreed  to  provide  their  registrants  with  the  Ministry  of 
Revenue's  Sales  Tax  Guide  No.  100  "Do  You  Need  A  Vendor's 
Permit  ?" 


The  distribution  of  this  Guide  through  the  municipal 
offices  will  give  new  business  owners  an  overview  of  their 
responsibilities  under  the  Retail  Sales  Tax  Act. 
Additionally ,  it  will  direct  them  to  a  regional  Retail 
Sales  Tax  Office  for  further  information . 


Target 


December  31,  1984 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  210:  SPECIAL  VENDOR  ASSISTANCE 

PROGRAM  (SVAP) 


The  1982  Ontario  Budget  resulted  in  30,000  vendors  Being 
required  to  collect  and  remit  retail  sales  tax  for  the 
first  time.  The  Budget  also  greatly  increased  the  filing 
requirements  for  another  *45,000  existing  small  scale 
vendors . 

At  that  time,  the  Retail  Sales  Tax  Branch  trained  a  group 
of  2*4  SVAP  staff  to  contact  and  visit  these  new  vendors  and 
existing  vendors  who  were  materially  affected  by  the  Budget 
changes  (see  Measure  #13*0. 

Since  1982,  the  number  of  businesses  and  new  vendors 
affected  by  these  changes  has  risen  to  120,000.  SVAP 
staff  continue  to  contact  businesses  where  it  appears  that 
registration  may  be  required  and  to  service  vendors  to 
encourage  the  continued  high  level  of  voluntary  compliance 
and  vendor  responsibility.  They  also  provide  vendors  with 
information  relating  to  other  taxes  administered  by  the 
Ministry  of  Revenue. 


Since  the  inception  of  the  Program ,  SVAP  staff  have  visited 
approximately  503000  vendors  across  the  Province 3  while 
many  others  have  been  counselled  by  phone. 


Target 


December  198*4 


Status 


COMPLETED  AND  ONGOING 


NEW  MEASURE  211:  PROVINCE  OF  ONTARIO 

SAVINGS  OFFICE 
DIRECT  DEPOSIT  SYSTEM 


CS 


The  Province  of  Ontario  Savings  Office  relies  on  its 
range  and  quality  of  customer  services  and  on  commercial 
competitiveness  to  maintain  its  current  client  base  and  to 
attract  new  customers. 

POSO  has  implemented  a  new  "Direct  Deposit  Service"  which 
permits  automated  payroll  deposits,  thus  eliminating  the 
necessity  of  manually  entering  each  transaction  through  the 
teller  terminals.  This  has  resulted  in  more  efficient 
utilization  of  staff  and  has  provided  a  more  convenient 
service  for  its  100,700  customers. 


The  direct  deposit  system  is  currently  processing  in  excess 
of  13,000  deposits  monthly  totalling  more  than  $8  million . 


Target 


February  198i+ 


Status 


COMPLETED  AND  ONGOING 


50 


cs 


NEW  MEASURE  212:  ARIEL  SYSTEM  FOR  PUBLICATION 

DISTRIBUTION 


ARIEL  is  a  new  on-line  publications  management  system 
developed  by  the  Ministry  of  Revenue  to  achieve  efficient 
production  and  distribution  of  Ministry's  publications. 

The  system  combines  the  benefits  of  mainframe  and 
microcomputer  technology.  By  forecasting  required 
quantities  and  taking  advantage  of  automated  mailing 
equipment,  ARIEL  reduces  printing,  labour  and  mailing 
costs,  and  targets  publications  to  specific  audiences. 

With  this  new  measure.  Revenue's  clients  get  only  the 
publications  they  want,  in  the  language  they  prefer  and  in 
the  quantity  they  need. 

Since  its  start-up  in  April  3  the  system 3  which  includes  133 
mailing  lists 3  has  been  used  to  distribute  over  one  million 
information  pieces  ( pamphlets 3  bulletins ,  posters ,  etc.) 
through  20  separate  mailings. 

In  addition  to  reducing  direct  operating  costs  by  $19030003 
the  Ministry  benefits  from  increased  tax  compliance  and 
reductions  in  enquiries  3  client  error  and  disputes . 

Although  Ariel  was  initially  developed  to  meet  Revenue' s 
needs 3  the  system  could  benefit  other  ministries  engaged  in 
large-scale  publications  management .  Consequently 3  the 
Ministry  has  published  a  bulletin  describing  the  system  and 
offering  information  and  assistance  to  other  ministries 
which  might  be  interested  in  using  ARIEL. 


Target 


March  1,  198i+ 


Status 


COMPLETED  AND  ONGOING 
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HEW  MEASURE  213:  NEW  ENQUIRY  SERVICE  FOR 

ONTARIO  YOUTH  OPPORTUNITIES 


CS 


In  the  1984  Ontario  Budget ,  the  Treasurer  announced 
significant  initiatives  to  assist  unemployed  youth.  The 
extensive  multi-media  advertising  for  these  initiatives 
directed  youth  and  employers  to  call  a  single  toll-free 
telephone  number  for  further  information  ( 1-800-263-7777 )  • 

On  the  basis  of  its  record  of  good  customer  service  and 
availability  of  its  sophisticated  telephone  technology,  the 
Ministry  of  Revenue  was  selected  to  handle  these  enquiries. 
The  Ministry  geared  up  during  only  two  weeks  to  handle  the 
enquiries,  including  the  assembly  and  training  of  an 
enquiry  team  and  changes  to  existing  equipment. 


From  June  4  to  August  31 s  the  Telephone  Information  Centre 
handled  over  5S000  Youth  Opportunity  calls s  57  per  cent  of 
which  were  from  employers  either  offering  fob  openings  or 
requesting  further  information  on  subsidy  programs .  The 
remaining  43  per  cent  were  from  interested  applicants 
employment  agencies  and  community  groups. 


Target 


Summer ,  1984 


Status 


COMPLETED 


52 


NEW  MEASURE  2l4:  MINISTRY  LIAISON  WITH 

REGION  OF  DURHAM  SCHOOLS 
AND  DURHAM  COLLEGE 


CS 


As  part  of  its  ongoing  program  to  advise  Region  of  Durham 
educational  institutions  regarding  careers  and  job 
opportunities,  the  Ministry  undertook  a  number  of  key 
initiatives  in  1984: 

o  The  Ministry  hosted  three  high  school  groups  to 
advise  students  of  career  opportunities; 

o  Arrangements  have  been  made  with  local  high  schools 
and  Durham  College  for  the  regular  intake  of  work¬ 
week  and  co-op  students  : 

o  Durham  College  workweek  (1984)  -  2  students 

o  High  school  workweek  (1984)  -  l8  students 

o  High  school  co-op  (1984)  -  9  students 

o  Additionally,  several  Ministry  employees  serve  as 
part-time  lecturers  or  sit  on  curriculum  advisory 
boards  at  Durham  College . 


These  customers  services  initiatives s  along  with  those 
described  under  numbers  215-217 3  have  materially 
strengthened  the  Ministry' s  working  relationships  with  the 
Region  of  Durham  and  significantly  enhanced  the  "corporate 
citizen"  image  of  the  Ministry  and  the  Ontario  Government } 
generally , 


Target 


December,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  215:  COMMUNITY  USE  OF  OSHAWA 

HEAD  OFFICE  FACILITIES 


As  part  of  the  Ministry's  comprehensive  community  relations 
program,  additional  security  features  have  been  constructed 
on  the  ground  floor  of  the  Ministry's  head  office  location 
at  33  King  St.  West,  Oshawa,  to  allow  community  use  of 
eight  boardrooms  and  conference  rooms  for  evenings  or 
weekends . 

These  rooms,  which  can  be  used  individually,  or  combined  to 
accommodate  groups  up  to  150  people,  can  be  booked  for 
meetings  by  non-profit  organizations  and  local  government 
agencies,  boards,  commissions  and  committees. 


Since  the  inception  of  this  service  in  late  October ,  these 
facilities  have  been  used  by  such  groups  as  the  Early 
Childhood  Education  Resource  Committee  for  Durham  Region 3 
Junior  Achievement  of  Canada 3  The  Durham  Toy  Drive  and  the 
Parent  Council  for  Special  Children. 

Community  bookings  received  for  1985  reflect  a  high  level 
of  interest  in  the  use  of  these  facilities  for  mid-week  and 
weekend  meetings . 


Target 


October  31,  198^ 


Status 


COMPLETED 


\ 


cs 


HEW  MEASURE  2l6:  EXPANDED  COMMUNITY  RELATIONS 

PROGRAM 


As  part  of  the  Ministry's  ongoing  community  relations 
program,  Communications  Services  liaises  with  community 
groups  in  the  Durham  Region  on  a  vide  range  of  activities. 
In  I98U,  this  program  was  enhanced  significantly  to 
include : 

o  Tours  of  the  Ministry's  head  office  facilities  -  22 
tours  were  conducted  for  a  total  of  550  visitors 
including  high  school  and  public  school  students, 
senior  citizens  and  Durham  Board  of  Education 
teachers . 

o  Speakers  have  been  provided  to  local  schools  and 
service  clubs  -  i.e.  Rotary  Club,  School  Career 
Development  Days  etc . 

o  Exhibits  by  local  artists  and  authors  were  staged  in 
the  atrium  and  ground  floor  facilities  at  head 
office.  Several  of  these  exhibits  were  developed  in 
conjunction  with  the  McLaughlin  Art  Gallery: 

>  the  "Ontario  Collection  Featuring  David  Blackwood" 

-  a  two  week  exhibit  to  mark  the  publication  of 
"The  Ontario  Collection",  a  book  depicting  works  of 
art  owned  by  the  Ontario  Government ; 

>  exhibits  by  five  local  painters:  M.  Rodgers, 

F.  Fortier-Moher ,  R.  Sedgewick,  S.  Scoble  and 
S.  Dantzer; 

>  exhibits  by  two  local  authors,  T.  Bouckley 
(archival  photos)  and  B.  Brown  (Oshawa  historical 
memorabilia ) ; 

>  Durham  Board  of  Education  student  art  exhibit 
entitled  "Art  Naturally  -  Naturally  Art"; 

>  Remembrance  Day  Exhibit  -  included  displays 
prepared  by  eight  community  groups  including  the 
Royal  Canadian  Legion  Branch  hh  and  the  Oshawa 
and  District  Historical  Society. 
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o  Several  displays  and  special  events  were  presented  in 

the  atrium  by  the  Ministry  and  another  Ontario 

Ministry : 

>  United  Way  Campaign  (kick-off  and  special  events) 

>  Federated  Health  Campaign  (kick-off  and  staff 
events ) 

>  Bicentennial  Exhibits  prepared  by  the  Ministry  of 
Government  Services  and  the  Ministry  of 
Natural  Resources 

>  Ministry  of  Revenue  Bicentennial  exhibit  of 
Property  Assessment  in  Ontario 

>  Ministry  of  Revenue  staff  choir  concerts 
(Christmas) 

o  Other  community  activities  and  special  events 

held  in  the  atrium: 

>  Durham  Cancer  Daffodil  Drive 

>  Oshava  Recreation  Department  Display 

>  Durham  International  Women’s  Day 

>  Oshava  Disabled  Games 

>  MS  Carnation  Day 

>  Disability  Awareness  Display 

>  Durham  Toy  Drive  and  Blitz  Day 

>  Durham  Mental  Health  Week 

>  Durham  Education  Week  Displays 

>  Downtown  Board  of  Management  Santa  Claus  Parade 
Award  Ceremony 

>  Oshava  Lions  Club  -  Fund  raising  for  the  Deaf 
Centre 

>  Christmas  Mini-concerts  by  local  choirs  and 
musicians 


Target 


Various 


Status 


ONGOING 
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NEW  MEASURE  217:  SEMINARS  FOR  DURHAM  REGION 

BUSINESSES 


In  keeping  with  the  Ministry's  objective  to  increase 
economic  benefits  to  the  Durham  Region,  Ministry  personnel 
continue  to  present  seminars  for  local  businessmen. 

During  1984,  a  seminar  for  local  printing  businesses  was 
held  to  explain  the  Ministry's  print  procurement 
procedures,  review  the  type  of  work  available  and  to 
provide  a  forum  for  the  exchange  of  information  to  maximize 
competitive  bids  from  local  suppliers  and  to  develop  their 
understanding  of  Ministry  requirements. 


In  1984 3  Durham  printing  firms  sold  some  $430 3 000  in  goods 
and  services  to  the  Ministry.  This  represents  an  increase 
of  40  per  cent  over  1983.  It  is  the  intention  of  the 
Ministry  to  present  at  least  one  seminar  for  Durham 
businesses  annually. 


Target 


January  23,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  2l8:  CUSTOMER  SERVICE  TRAINING  PROGRAM 

STRENGTHENED 


CS 


Since  1979/80  when  the  Ontario  government's  customer 
service  policy  was  formalized  in  the  ACCESS  project, 
the  Ministry  of  Revenue  has  taken  steps  to  consolidate  and 
strengthen  training  in  customer  service  and  good  telephone 
habits  as  an  ongoing  part  of  its  Customer  Service  Training 
Program.  Currently,  two  core  programs  are  offered: 

o  Customer  Service  Orientation  -  a  2  1/2  hour  session 
conducted  for  new  staff. 

o  Dealing  With  The  Public  -  a  one-day  intensive 
workshop  which  includes  the  role  of  the  civil 
servant . 

During  I98U,  training  initiatives  included: 

o  training  11  staff  in  Tax  Appeals  Branch  in  how  to 
deal  with  a  public  audience; 

o  designing  and  conducting  four  Customer  Service 

sessions  for  96  staff  in  the  Guaranteed  Income  and 
Tax  Credit  Branch  as  part  of  the  staff  training 
program  for  the  I98U  OPPTA  campaign; 

o  designing  and  conducting  three  Customer  Service 
sessions  for  80  staff  in  the  Administrative  and 
Financial  Services  Branch; 

o  designing  and  conducting  two  "Dealing  With  The 
Public"  Workshops  for  l6  Taxpayer  Service 
Representatives . 


Since  1979/80 3  443  employees  have  been  trained  in  46 
"Dealing  With  The  Public"  Workshops  and  43401  employees 
have  been  trained  in  213  Customer  Service/ Telephone 
Training  Workshops.  During  1984 ,  456  employees  were 
trained  in  a  total  of  33  workshops. 


Target 


January,  I98U 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  219:  FORM  LETTER  REVIEW 


This  summer,  the  Ministry  undertook  a  comprehensive  review 
of  correspondence  sent  to  taxpayers  and  clients,  with  a 
specific  emphasis  on  standard  replies  and  computer¬ 
generated  form  letters. 

These  letters  were  reviewed  for  clarity,  comprehensibility 
and  consistency  of  style  and  tone,  with  a  view  to  rewording 
any  letters  which  might  he  unclear  or  which  failed  to  meet 
the  customer  service  guidelines  established  by  the 
Ministry. 


Of  the  242  letters  reviewed ,  145  were  amended  to  improve 
wording  and  their  conmunication  value .  This  measure  ensures 
that  taxpayers/ clients  who  contact  the  Ministry  in  writing 
receive  clear  and  courteous  replies. 


Target 


August ,  1984 


Status 


COMPLETED 
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NEW  MEASURE  220:  INFORMATION  FOR  THE 

"DISABLED  AND  SENIORS  IN  THE 
COMMUNITY"  PROGRAM 


CS 


The  "Disabled  and  Seniors  in  the  Community"  Program 
announced  in  the  Ontario  Budget  of  May  15,  198U,  provides  a 
property  tax  exemption  for  those  improvements  to  property 
undertaken  to  allow  disabled  and  senior  citizens  to  remain 
at  home  rather  than  receive  institutional  care. 

The  program  is  administered  by  the  Ministry  of  Revenue's 
Assessment  Program  through  its  31  Regional  Assessment 
Offices  and  10  sub-offices. 

An  extensive  information  campaign  was  launched  to  advise 
Ontario  residents  of  this  new  Program.  Two  series  of 
advertisements  were  placed  in  515  daily,  weekly  and  ethnic 
newspapers  and  special  interest  publications  throughout 
Ontario.  In  addition  an  Assessment  Fact  Sheet  and  40,000 
copies  of  an  Assessment  Information  Bulletin  were  produced 
to  provide  Program  details. 


A  toll-free  telephone  enquiry  service  was  provided  at  head 
office  to  handle  approximately  43000  calls  from  across 
Ontario.  Information  concerning  such  inquiries  is 
immediately  forwarded  to  the  appropriate  Regional  Office 
where  a  response  is  made  either  by  return  telephone  call  or 
by  visitation.  Since  the  start-up  of  the  program 3  a  total 
of  172  visits  have  been  made  by  property  assessors  in 
response  to  program  enquiries.  Of  this  total 3  162  property 
owners  have  qualified  for  the  exemption  to  date. 

It  is  noteworthy  that  both  the  advertising  and  the 
toll-free  telephone  service  were  fully  underway  just  one 
day  after  the  Budget  announcement  3  measures  reflective  of 
the  Ministry' s  policy  of  ensuring  that  gaps  are  minimized 
in  its  customer  services  program  and  the  flow  of 
information  to  its  many  clients. 


Target 


May  16,  1984 


Status 


COMPLETED  AND  ONGOING 
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cs 


NEW  MEASURE  221:  ASSESSMENT  EXHIBIT  TOURS 

PROVINCE 


As  a  contribution  to  Ontario's  year-long  bicentennial 
celebration,  the  Ministry  of  Revenue  has  constructed  a 
multi-media  walk-through  display  which  graphically  depicts 
the  nearly  200  years  of  evolution  in  real  property 
assessment  and  taxation  from  1793  to  1984. 

Entitled  "Two  Hundred  Years  of  Evolution  in  Property 
Assessment  and  Taxation",  this  historical  exhibit  comprises 
four  display  clusters,  each  denoting  and  describing  an  era 
of  progress,  development  and  improvement  in  Ontario's 
assessment  and  property  taxation  system. 

A  pamphlet  entitled  "The  Assessment  Evolution"  highlighting 
the  history  of  assessment  and  taxation  in  Ontario,  was 
distributed  at  the  exhibit  locations  as  well  as  through  all 
of  the  district  and  field  offices  of  the  Ministry  of 
Revenue . 


This  exhibit  of  Assessment  history  which  was  displayed  in 
10  locations  throughout  the  Province  over  a  four-month 
period,  was  seen  by  an  estimated  25,000  people  throughout 
the  province  .  It  has  been  of  considerable  benefit  in 
promoting  a  wider  and  more  appreciative  understanding  of 
the  history  of  the  assessment  function  in  Ontario  and  its 
importance  in  financing  municipal  and  school  board 
services . 


Target 

— 


August  19,  1984 


Status 


COMPLETED 


6l 


NEW  MEASURE  222:  IMPROVED  TELEPHONE  ACCESS  TO 

ASSESSMENT  FIELD  OFFICES 


CS 


A  project  is  underway  to  install  new  telephone  technology 
in  19  of  the  Property  Assessment  Program's  field  offices 
throughout  the  province . 

The  principal  component  of  this  improvement  program  is  the 
updating  and  replacement  of  existing  obsolete  telephone 
equipment  with  new  PABX  (private  automatic  branch  exchange) 
equipment  available  through  Bell  Canada  and  a  large  number 
of  interconnect  suppliers. 

In  concert  with  the  change  in  equipment,  a  thorough  review 
and  modification  of  existing  toll-free  (Wats  and  Zenith) 
networks  will  be  undertaken. 


When  fully  implemented  these  changes  will  save  the  Ministry 
approximately  $500 3 000  in  direct  operating  expenses 
annually. 

In  addition 3  increased  flexibility  of  operations  within  the 
offices  will  result  in  improved  responsiveness  and  service 
to  the  client  public. 


Target 


November,  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  223:  SOLUTION  TO  ASSESSMENT 

EQUALIZATION  PROBLEMS 


At  the  request  of  a  municipality,  the  Ministry  will 
implement  Section  63  of  the  Assessment  Act  to  correct 
assessment  distortions  within  specific  property  classes, 
(previous  Measure  ft 23).  This  program  provides  a  number  of 
benefits  to  both  municipalities  and  ratepayers  by: 

o  correcting  inequities  among  taxpayers  within 
property  classes, 

o  making  municipal  taxes  more  defensible,  thereby 
reducing  appeals  and  preventing  erosion  of  the 
municipal  tax  base, 

o  preventing  tax  shifts  onto  residential  properties, 
and 

o  protecting  existing  municipal  grants. 


Since  this  program  was  first  offered  in  1978 ,  449 
municipalities  have  been  reassessed  under  Section  63 
(previously  Section  86).  Of  these  municipalities 3  43  have 
been  updated  by  a  second  Section  63  reassessment . 

In  1984  for  1985  taxation  3  15  municipalities  have 
implemented  a  first  time  Section  63  reassessment  and  19 
municipalities  have  been  updated  by  second  Section  63. 

Since  19703  143  municipalities  have  been  reassessed  at  full 
market  value  by  proclamation. 


Target 


On  receipt  of  Municipal  resolution, 
implementation  for  taxation  in  the  following 
year . 


Status 


ON  SCHEDULE  -  This  year,  85  municipalities 
considering  possible  implementation  of  the 
Section  63  Reassessment  Program  for 
taxation  in  1986  have  requested  tax  impact 
studies.  It  is  anticipated  that  more  than 
half  of  these  municipalities  will  elect  the 
option  to  implement  reassessment.  There  are 
also  3  municipalities  which  have  requested 
presentations  on  a  Section  63  Reassessment 
in  1986  for  I98T  taxation  using  1984  market 
values.  In  addition,  6  requests  have  been 
received  by  the  Ministry  from  upper  tier 
municipalities  to  study  the  possible  impact 
of  a  Section  63  Reassessment  on  a  region  or 
county -wide  basis. 
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HEW  MEASURE  22k:  EXPANDED  OPEN  HOUSES  IN  SUPPORT  OF 

198U  CONDOMINIUM  AND  CO-OPERATIVE 
HOUSING  REASSESSMENTS 


CS 


Two  Supreme  Court  of  Ontario  rulings  on  the  assessment  on 
condominium  and  co-operative  housing  units  have  resulted  in 
the  reassessment  of  172,000  units  in  Ontario  to  the  same 
level  of  assessment  as  that  of  all  owner-occupied 
residences . 

In  the  l6  municipalities  (primarily  in  the  Metropolitan 
Toronto  area)  with  large  numbers  of  condominium  and 
co-operative  housing  properties,  the  delivery  of  Assessment 
Rolls  was  delayed  to  allow  the  assessments  of  these 
properties  to  be  updated.  Regular  Open  House  sessions  were 
rescheduled  to  accommodate  this  delay,  and  provide 
condominium  and  co-operative  housing  unit  owners,  as  well 
as  all  other  ratepayers,  the  opportunity  to  review  their 
assessment  with  a  staff  member  of  the  Property  Assessment 
Program. 

In  an  additional  105  municipalities,  changes  to  the 
assessment  of  condominium  and  co-operative  housing  units 
were  effected  through  Amended  Notices,  without  delaying  the 
Assessment  Roll. 


For  each  of  these  105  municipalities 3  special  two-day 
( including  a  Saturday)  Open  House  sessions  were  arranged  to 
provide  condominium  and  co-operative  housing  unit  owners 
with  an  opportunity  to  review  their  new  assessment  with  the 
neighbourhood  assessor  responsible  for  that  assessment  . 


Target 


Various  -  At  least  lk  days  prior  to  the  return 
of  the  Assessment  Roll  to  the  municipality. 


Status 


COMPLETED 


61 


PART  III:  PUBLICATIONS  AND  ADVERTISING 
IN  1984 


A.  PUBLICATIONS 


I.  CORPORATIONS  TAX  BRANCH 


Interpretation  Bulletin 

15,000  English 

2617 

200  French 

March  1984 

Distributed  to  MPPs 
MPs,  accountants  and 
lawyers . 

Interpretation 

Bulletin 

15,000  English 

26l8  -  Revised 

L-6 

200  French 

March  1984 

Distributed  to  MPPs, 
MPs,  accountants  and 
lawyers . 

3.  Information  Bulletin 

2734 

May  1984 

Ontario  Budget  1984 
Exemption  for  New 
Corporations 


4.  Information  Bulletin 
2735 

May  1984 

Ontario  Budget  1984 
Technical  Changes 


17,000  English 
200  French 
Distributed  to  MPPs 
MPs,  accountants  and 
lawyers 


17,000  English 
200  French 
Distributed  to  MPPs, 
MPs,  accountants  and 
lawyers . 


II  GUARANTEED  INCOME 

AND  TAX  CREDIT  BRANCH 

5.  Ontario  Tax  Credits 
Guide  (1984) 
December,  1984 
Explains  the  1984 
OTC  program 


63,000  bilingual 
Distributed  to  all 
MPPs,  MPs,  lawyers, 
accountants,  Revenue 
Canada,  seniors'  Clubs, 
Ministry  and  Northern 
Affairs  offices 
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6.  Ontario  Tax  Grants 
for  Seniors 
August,  1984 
Explains  the  OTG 
program  1984 


7.  Ontario  Tax  Grants  Poster 
August ,  1984 
Designed  to  alert  the 
public  to  the  1984  OTG 
program 


8.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
May,  1984 


9.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
June ,  1984 


10.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
August,  1984 


11.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
October,  1984 


12.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
November ,  1984 


180,000  bilingual 
Distributed  to: 

MPPs,  MPs,  lawyers, 
constituency  offices, 
libraries,  seniors' 
clubs.  Ministry  and 
Northern  Affairs  offices 


5,700  English 
2,400  French 
Distributed  to  all 
Revenue  and  Northern 
Affairs  field  offices, 
municipal  offices, 
district  taxation  offices 
and  MPP  constituency 
offices 


475  English 
Distributed  to  all 
MPPs'  Queen's  Park  and 
constituency  offices 
and  Ontario  MPs 


475  English 
Distributed  to  all 
MPPs'  Queen's  Park  and 
constituency  offices 
and  Ontario  MPs 


475  English 
Distributed  to  all 
MPPs '  Queen ' s  Park  and 
constituency  offices 
and  Ontario  MPs 


475  English 
Distributed  to  all 
MPPs'  Queen's  Park  and 
constituency  offices 
and  Ontario  MPs 


475  English 
Distributed  to  all 
MPPs '  Queen ' s  Park  and 
constituency  offices 
and  Ontario  MPs 
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13 


.  GAINS  rate  tables 

January,  April,  July, 
October,  December,  1984 
Rates  for  payments  from 
Ontario  Guaranteed  Annual 
Income  System  (GAINS) 


l4.  GAINS  cheque  inserts 
March,  1984 
To  alert  all  GAINS 
recipients  to  change  in 
mailing  schedule  and 
payment  rates 


15.  GAINS  cheque  inserts 
July,  I98U 

To  announce  increase 
in  payment  rates  for 
single  recipients 

16.  GAINS  cheque  inserts 
August ,  1984 

To  alert  all  GAINS 
recipients  to  change  in 
mailing  schedule 

IT*  GAINS  cheque  inserts 
September,  1984 
To  remind  all  GAINS 
recipients  of  new 
mailing  schedule 

18,  GAINS  cheque  inserts 
December,  1984 

To  announce  increase 
in  payment  rates  for 
single  recipients 

19.  GAINS  brochure 
December,  1984 
Explains  the  1984/85 
GAINS  program 


7,000  English  - 
each  print 

Cover  sheet  for  December 
-  English  and  French 
Distributed  to  MPPs, 
Ontario  Federal  MPs, 
Northern  Affairs  offices, 
elderly  persons  centres, 
community  information 
centres,  CPP  and  OAS 
district  offices,  COMSOC 


200,000  Bilingual 


200,000  Bilingual 


200,000  Bilingual 


200,000  Bilingual 


200,000  Bilingual 


40,000  Bilingual 
Distributed  to  MPPs, 
Ontario  Federal  MPs, 
Northern  Affairs  offices, 
elderly  persons  centres,, 
community  information 
centres,  CPP  and  OAS 
district  offices,  COMSOC 
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III.  TAX  APPEALS  BRANCH 


20.  Information  Bulletin 
June ,  1984 
changes  to  Appeals 
Provisions 


11,000  English 
Distributed  to  MPPs, 

MPs,  accountants,  lawyers 
and  interested  parties 


IV.  RETAIL  SALES  TAX  BRANCH 


21.  Information  Bulletin 
2-83 

December  1983 
Further  clarification  of 
1983  Budget  changes.  Also 
temporary  exemptions  for 
children's  car  seats,  cut 
natural  Christmas  trees. 


22.  Information  Bulletin 
1-81+ 

June  I98U 

Clarification  of  1984 
Budget  changes  and  some 
Regulation  changes 


23.  Sales  Tax  Guide 
#702 

Automobile  Insurers  - 
Salvaged  Motor  Vehicles 
March,  1984 


24.  Sales  Tax  Guide 
#703 

Monument  Dealers 
December  1983 


25.  Sales  Tax  Guide 
#701+ 

Transient  Accommodation 
Temporary  Refund  Program 
For  Visitors 
May  1984 


210,000  English 
1,000  French 
Distributed  to 
all  vendors  and  special 
mailing  list 


230,000  English 
1,200  French 
Distributed  to 
all  vendors  and  special 
mailing  list 


1,200  English 
Distributed  to  automobile 
insurers,  associations 
and  field  offices. 

French  translation 
available  upon  request. 

800  English 

Distributed  to  monument 
dealers,  associations, 
field  offices.  French 
translation  available 
upon  request. 

2,100  English 
Distributed  to  hotel  and 
motel  accommodation 
operators  associations, 
field  offices.  French 
translation  available 
upon  request . 
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26.  Sales  Tax  Guide 
#705 

Printing  For  Own  Use 
June  I98U 


27.  Sales  Tax  Guide 
#101  Revised 

How  To  Complete  Your 
Tax  Return 
December  1983 

28.  Sales  Tax  guide 
#106  Revised 
Refunds 
December  1983 


29.  Sales  Tax  Branch 
#122  Revised 
Snack  Foods  and  Candies 
December  1983 


30.  Sales  Tax  Guide 
#12 6  Revised 
Admissions 
December  1983 


31.  Sales  Tax  Guide 
#l4U  Revised 
Photographers 
December  1983 


32.  Sales  Tax  Guide 
#701  Revised 
Taxation  on  Compressed 
Gas  Cylinders 
September,  1984 


800  English 

Distributed  to  in-house 
printers,  associations, 
field  offices.  French 
translation  available 
upon  request. 

20,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

30,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

20,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

5,000  English 
500  French 

Distributed  to  field 
offices  and  interested 
parties 

20,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties 

2,000  English 
Distributed  to  field 
offices  and  associations 
and  individual  companies  . 
French  translation 
available  upon  request . 
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33.  Sales  Tax  Guide 
#703  Revised 
Monument  Dealers 
October,  1984 


34.  Sales  Tax  Guide 
#100  Revised 
Do  You  Need  A  Vendor's 
Permit? 

November ,  1984 


35.  Sales  Tax  Guide 
#103  Revised 
Vendor  Responsibilities 
November,  1984 


36.  Sales  Tax  Guide 
#105  Revised 
Penalties 
December,  1984 


37.  Information  Bulletin 
2-84 

December ,  1984 
Outlines  recent  changes 
in  Regulations  and 
clarification  in  areas 
of  the  legislation. 


800  English 

Distributed  to  monument 
dealers,  associations, 
field  offices.  French 
translation  available 
upon  request. 

45,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

50,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

30,000  English 
1,000  French 
Distributed  to  field 
offices  and  interested 
parties . 

210,000  English 
1,000  French 
Distributed  to  all 
vendors  and  special 
mailing  list. 
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V 


MOTOR  FUELS  AND  TOBACCO  TAX  BRANCH 


38.  S.B.D.C.  Guide 
November,  1983 


39*  S.B.D.C.  News 
Issue  #6 
December,  1983 


40.  S.B.D.C.  News 
Issue  #7 
August ,  1984 


4l.  S.B.D.C.  Schematic 
April,  1984 


42.  S.B.D.C.  Case 
Studies  (2) 
June ,  1984 


43.  S.B.D.C.  Investment 

Opportunity  Flyers  (4) 
Started  in  May,  1984 


44.  Tobacco  Tax  "Warning" 
October,  1984 


45.  Tobacco  Tax  Bulletin 
3-84 

November ,  1984 


10,000  Bilingual 
Distributed  to  investors, 
small  businessmen, 
lawyers  and  accountants. 

15,000  English 
Distributed  to  small 
businesses,  S.B.D.C.s, 
and  a  complete  mailing 
list . 


As  above . 


1,500  English 
Used  in  seminars, 
information  kits  and 
public  meetings  to 
illustrate  Program. 

300  English 
Used  in  seminars  and 
information  kits  to 
illustrate  Program. 

500  English 

Distributed  to  S.B.D.C.s 
interested  in  investing 
in  small  businesses. 


1,300,000  Bilingual 
Mailed  with  sales  tax 
returns  to  tobacco 
retailers  over  a  6-month 
period.  Warns  against 
buying  tobacco  products 
from  unlicenced 
wholesalers . 


500  English 
French  available  on 
request.  Mailed  to 
Collectors . 

Subject:  Exports  and 
Designated  Collectors 
List . 
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VI 


ASSESSMENT 


46.  Assessment  Fact  Sheet 
May,  1984 


47.  Assessment  Information 
Bulletin  1-84 
"Disabled  and  Seniors  in 
the  Community"  Program 
June,  1984 


48.  Information  Insert 


49.  Information  on  1984 
Notice  of  Assessment 


50.  Information  on 

Supplementary  Assessment 
Notice 


5,000  English 
Printed  in-house  for 
immediate  distribution, 
following  the  Budget 
announcement,  to 
MPPs ,  Ontario  Deputy 
Ministers,  Associations, 
heads  of  municipal 
council  and  school 
boards.  Provincial 
Government  agencies  and 
tax  agents. 

8,000  English  (1st  printing) 
30,000  English  (reprint) 
2,000  French 

Distributed  to  Ministers, 
Associations,  heads  of 
municipal  council  and  school 
boards,  Provincial 
Government  agencies  and  tax 
agents . 

I.65  million 
Distributed  with  the 
1984  Assessment  Notice 
to  every  ratepayer  in 
Ontario  receiving  a 
Notice 

I.65  million 
Distributed  with  1984 
Assessment  Notice  to 
every  ratepayer  in 
Ontario  receiving  a 
Notice 


110,000  English 

10,000  French  in  (designated 

areas ) 

Distributed  to  every 
ratepayer  in  Ontario  who 
receives  a  Supplementary 
Assessment  Notice. 
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51.  Information  on  Notice 
Of  Omitted  Assessment 


52.  Appeal  Procedures 
December,  1984 


53.  The  Assessment  Evolution 
pamphlet 
July,  1984 


16,000  English 
6,000  Bilingual  (in 
designated  areas) 
Distributed  to  every 
ratepayer  in  Ontario  who 
receives  a  Notice  of 
Omitted  Assessment. 


50,000  English  and  French 
Made  available  across 
Ontario  in  municipal 
offices.  Regional 
Assessment  offices  and 
at  the  Open  House 
Sessions . 


15,000  English 
5,000  French 

Accompanying  Bicentennial 
exhibit,  and  all  Ministry 
of  Revenue  district 
assessment  offices. 


B.  ADVERTISING 


I.  ASSESSMENT  PROGRAM 


Print  advertisement  to 
announce  Section  63  open 
house  schedule  in 
selected  municipalities. 

January,  1984 


Appeared  in  l4  daily 
newspapers  and  l60  weekly 
and  community  newspapers. 


2.  Print  advertised  to 
announce  regular  assess¬ 
ment  with  return  dates 
and  open  house  schedule. 

January,  1984 

3.  Print  advertisement  to 
remind  ratepayers  of  the 
last  date  to  file  an 
assessment  appeal. 

February,  1984 

4.  Print  advertisement  the 
day  after  the  Provincial 
Budget  statement  to  pro¬ 
vide  further  information 
about  the  Seniors  and 
Disabled  in  the  Community 
Program. 

May,  1984 


Appeared  in  44  dailies, 
299  weekly  and  community 
papers,  and  64  ethnic 
publications . 


Appeared  in  44  dailies, 
321  weekly  and  community 
papers,  and  6l  ethnic 
publications . 


Appeared  in  all  44  daily 
newspapers . 


Print  advertisement  to 
provide  detailed  infor¬ 
mation  about  the  Seniors 
and  Disabled  in  the 
Community  Program. 

June,  1984 


Appeared  in  44  dailies, 
353  weekly  and  community 
papers  and  91  ethnic 
publications . 
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6. 


Print  advertisement  to  Appeared  in  UU  dailies, 

announce  I98U  regular  roll  and  213  weekly  and 
return  dates  and  open  house  community  newspapers, 
schedule . 

December,  I98U 


7.  Print  advertisements  to  Appeared  in  5  dailies, 

announce  roll  delays  due  to  136  weekly  and  community 
Section  63  and  condominium  newspapers,  and  Ul  ethnic 
reassessments  in  selected  publications, 
municipalities . 


December ,  I98U 


PART  IV:  ACCUMULATED  INDEX 


IV  ACCUMULATED  INDEX 


Initiative 

Status* 

Customer 

Service 

Regulatory 

Reform 

1. 

Ministry  Reference  Guides 

c 

X 

2. 

Retail  Sales  Tax:  New  Vendor  Kits 

c 

X 

3. 

Retail  Sales  Tax:  Reinstatement  of 

7%  Rate 

c 

X 

k. 

Pamphlet  on  Exemptions  For  Migrants 
and  Immigrants 

c 

X 

5. 

Gains  "A"  OTC  Watts  Telephone 
Information  Service 

c  ,0 

X 

6. 

Information  for  1979  Ontario  Tax 

Credits 

c  ,0 

X 

7. 

Retail  Sales  Tax:  Vendor  Return 

Card 

c  ,0 

X 

8. 

Retail  Sales  Tax:  New  Vendor 
Application  Form 

c  ,0 

X 

9. 

Retail  Sales  Tax  Vendor  Accounts 
Enquiries :  New  Computer  System 

c  ,0 

X 

10. 

Succession  Duty:  Revision  of 

Lock-Box  Procedures 

c 

X 

11. 

Establishment  of  an  Advanced  Ruling 
Service  for  All  Taxes 

c  ,0 

X 

12. 

Establishing  Instantaneous 

Settlements  of  Permits  and  Accounts 
-  Motor  Vehicle  Fuel  Tax 

c  ,0 

X 

13. 

French  Counter  and  Telephone  Service 

In  District  Offices 

c  ,0 

X 

Ik. 

Notices  Re:  French  Bulletins  For  All 
Tax  Changes 

c  ,0 

X 

15. 

Bilingual  Signs 

c 

X 

l6. 

Amalgamation  of  Statutes 

c 

X 

17. 

Review  and  Reduction  of  Orders  in 
Council 

c 

X 

18. 

Focal  Point  For  Tax  Information 

Flows 

c  ,0 

X 

19. 

Interministerial  Cooperation 

c 

X 

20. 

Quicker  Registration  of  Veteran's 

Lands 

c 

X 

21. 

Focusing  of  Tax  Bulletins 

c  ,0 

X 

22. 

Land  Transfer  and  Land  Speculation 

Tax  Procedural  Innovations 

c 

X 

23. 

Special  Assessment  Equalization  In 
Problem  Municipalities 

c  ,0 

X 

2h. 

Open  Houses  and  Public  Information 

c  ,0 

X 

25. 

Taxpayer  Service :  New  Property 
Assessment  Notices 

c 

X 

26. 

Tax  Service:  Neighbourhood 

Assessment 

c  ,0 

X 

27. 

Additional  French  Language  Service 

c 

X 

28. 

Consolidation  of  Provincial  Land  Tax 

c 

X 

29. 

Improved  Public  Information 

c 

X 

(*)  c  -  completed 
o  -  ongoing 

os-  on  schedule  78 


Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

30.  Agreements  related  to  Interprovincial 
Cooperation 

c 

X 

31.  Diesel  Tax  Information  Services 

c  ,0 

X 

32.  Information  Program  for  New  Sales  Tax 
Vendors 

c  ,0 

X 

33.  Sales  Tax  Exemptions  for  Tourists 

c  ,0 

X 

34.  Sales  Tax  Guides  for  Business 

c  ,0 

X 

35  •  Retail  Sales  Tax  Exemptions  Guide  for 
Householders 

c 

X 

36.  Revised  Land  Transfer  Affidavit 

c 

X 

37.  Explanatory  Brochure  on  Assessment 
Appeal  Procedure 

c 

X 

38.  Legislation  Information  Kit 

c 

X 

39 •  New  Assessment  Equalization  Factors 
for  Grants 

c  ,0 

X 

40.  Implementation  of  1980  Budget  Tax 
Changes 

c  ,0 

X 

4l.  Administration  of  New  Small  Business 
Development 

c  ,0 

X 

42.  Tax  Payments  Via  Commercial  Banks 

c  ,0 

X 

43.  Ministry  Accounts  Payable  and  Tax 
Refunds 

c  ,0 

X 

44.  Telephone  Training  For  All  Staff 

c  ,0 

X 

45.  First  Line  Ministry  Information 

Referral  Service 

c  ,0 

X 

46.  New  Tax  Appeal  Services 

c  ,0 

X 

47.  Major  Reductions  In  Diesel  Fuel  Tax 
Filing  Requirements 

c  ,0 

X 

48.  Simplification  of  Sales  Tax  Exemptions 
On  Admissions 

c 

X 

49.  Improved  Services  In  Savings  Offices 

c 

X 

50.  Metrication 

c 

X 

51.  Oshawa  Relocation  Project 

c 

X 

52.  Abolition  of  Corporation  Tax  Liens 

c 

X 

53.  Reduced  Filing  For  Retail  Sales  Tax 
Vendors 

c  ,0 

X 

54.  Tax  Seminars  for  Small  Businesses  and 
Special  Industry  Groups 

c  ,0 

X 

55 •  Increased  Visibility  for  Ontario  Tax 
Credits  Under  Federal  Income  Tax 

System 

c  ,0 

X 

56.  Improvements  In  Gas  and  Diesel  Tax 
Refunds 

c  ,0 

X 

57 •  New  Handbook  for  Motor  Vehicle  Agents 

c  ,0 

X 

58.  Simplification  and  Elimination  of 
Property  Income  Questionnaires 

c 

X 

59«  Upgrading  Reception  Facilities  for 
Walk-In  Customers 

c 

X 

60.  Improved  Corporations  Tax  Remittance 
Forms 

c  ,0 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

6l.  Abolition  and  Revision  of  Statutory 
Regulations 

c  ,0 

X 

62.  Payment  of  Motor  Vehicle  Fuel  Tax 

Credits  to  Interprovincial  Vehicle 
Operators 

c 

X 

63.  Land  Transfer  Tax  Exemptions  -  Trusts 

c 

X 

64.  Inter-Ministry  Coordination  of  Tax 
Information  In  Publications 

c  ,0 

X 

65.  Retail  Sales  Tax  Bonding  Requirements 
for  Vendors 

c  ,0 

X 

66.  Review  of  Compulsory  Regulation  for 

Diesel  Fuel  Tax 

c 

X 

67.  Debit  and  Credit  Interest  Rates 

c 

X 

68.  Further  Reduction  in  Filing  Retail 

Sales  Tax  Return  Requirements 

c  ,0 

X 

69.  Assessment  Information  Bulletin 

Service 

c  ,0 

X 

70.  Logical  Re-Sequencing  of  the  Assessment 
Act 

c 

X 

71.  Assessment  Data  User  Advisory 

Committee 

c  ,0 

X 

72.  Elimination  of  Separate  Regulations  to 
Change  the  Interest  Rate  Paid  on 

Deposits  by  Province  of  Ontario  Savings 
Office 

c 

X 

73.  New  Taxpayer  Services  Branch 

c  ,0 

X 

74.  Improved  Municipal  Policy  Liaisons 

c  ,0 

X 

75*  New  Data  Services  and  Development 

Branch  and  Advisory  Committee 

c 

X 

76.  Repeal  of  the  Railway  Fire  Charge  Act 

c 

X 

77.  Enhancement  of  Returns  Processing, 

Billing  and  Re-Assessment  Functions 

c 

X 

78.  Increased  Compensation  For  Vendors 

c  ,0 

X 

79*  Land  Transfer  Tax  Procedure  Manuals 

c 

X 

80.  Administration  of  Property  and  Sales 

Tax  Grants  for  Pensioners 

c  ,0 

X 

8l.  Extension  of  Open  Houses 

c  ,0 

X 

82.  Simplification  of  Procedures  for  Exempt 
Purchases  by  Indians 

c  ,0 

X 

83.  Removal  of  Requirement  for  Special 

Permit  for  Contractors 

c 

X 

84.  Enhancement  of  Default  Letter 

Procedures 

c 

X 

85.  New  Audit  Approach  for  Motor  Vehicle 

Fuel  Tax,  Gasoline  Tax  and  Tobacco  Tax 

c  ,0 

X 

86.  Use  of  Audio-Visual  Aids  in  Motor 

Vehicle  Fuel  Tax 

c  ,0 

X 

87.  General  Consent  for  the  Destruction  of 
Books  and  Records 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

88. 

Motor  Vehicle  Rebate  for  the  Physically 
Handicapped 

c  ,0 

X 

CD 

VO 

• 

Exemption  Available  to  Local  Service 
Boards 

c  ,0 

X 

90. 

Expanded  and  Upgraded  Telephone  Enquiry 
and  Reception  Services 

c  ,0 

X 

• 

i — 1 

on 

Discontinuance  of  On-Site  Testing  for 
Speciality  Equipment  Fuel  Refund 
Allowances 

c  ,0 

X 

92. 

Discontinuance  of  the  Requirement  for 
Receipt  of  Invoices  Filed  with  Refund 
Claims  of  Gasoline  Tax 

c  ,0 

X 

93. 

1981  Interim  Property  Tax  Grant 

c 

X 

9b. 

Phase  II  Property  Tax  Grant  System 
Development 

c  ,0 

X 

95. 

Use  of  Assessment  Regional  Staff  to 
Expedite  Completion  of  Property  Tax 

Grant  Applications 

c  ,0 

X 

96. 

Employee  Hired  to  Assist  Pensioners  in 
Ottawa  Retail  Sales  Tax  Office 

c  ,0 

X 

97. 

Voluntary  Disclosure  Policy 

c 

X 

98. 

Extension  of  Open  Houses  to  Cottage 

Areas 

c 

X 

99. 

Improved  Assessment  Notice 

c 

X 

100. 

French  Language  Service  in  Courts  of 
Assessment  Appeal 

c  ,0 

X 

101. 

Assessment  Information  in  Public 

Reading  Room 

c  ,0 

X 

102. 

Improved,  Shorter  Tax  Returns  for  Motor 
Vehicle  Fuel  Tax  and  Gasoline  Tax 

c  ,0 

X 

103. 

New  Approach  to  Gasoline  Tax  and  Motor 
Vehicle  Fuel  Tax  Refund  Claims 

c  ,0 

X 

104. 

Communications  Initiatives  for  Ad 

Valorem  Taxation  -  Motor  Vehicle  Fuel 
Tax,  Gasoline  Tax  and  Tobacco  Tax 

c 

X 

105. 

Ontario  Tax  Grants  Information  For 

1981 

c 

X 

106. 

Discontinuance  of  Certain  Requirements 
for  Filing  1981  0TG  Application  Forms 

c 

X 

107. 

1980  Assessment  Base  Year 

c  ,0 

X 

108. 

Enumeration  in  Municipal  Election  Years 
Only 

c  ,0 

X 

ON 

o 
( — 1 

Establishment  of  Shopping  Centre  Task 
Force 

c  ,0 

X 

110. 

Vehicle  Conversion  Kits 

c  ,0 

X 

111. 

Television,  Motion  Picture  and 
Photographic  Lighting 

c  ,0 

X 

112. 

Extended  Exemption  for  Heat  Pumps 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

113. 

Automatic  Timer  Controls  for  Electrical 
Equipment 

c  ,o 

X 

114. 

Sales  Tax  Exemption  for  Self-Diagnostic 
Items  Purchased  by  Diabetics 

c  ,o 

X 

115. 

Facsimile  Reproduction  to  Assist 
Taxfilers  During  Postal  Disruption 

c 

X 

116. 

GAINS  Cheques  Distribution  During  Postal 
Strike 

c 

X 

117. 

New  SBDC  Program  Exhibit  In  Trade 

Shows 

c  ,o 

X 

118. 

Introduction  of  French  Language 
Affidavits  for  Land  Transfer  Tax 

c  ,o 

X 

119. 

Removal  of  Requirement  To  Report  Changes 
By  Provincial  Land  Taxpayers 

c 

X 

120. 

Introduction  of  Coloured  Fuel  In  The 
Province  In  Place  of  Compulsory 
Registration  For  Fuel  Tax 

c  ,o 

X 

121. 

Liaison  With  the  Petroleum  Industry  In 
The  Implementation  of  Coloured  Fuel 

c  ,o 

X 

122. 

Implementation  of  Coloured  Fuel  Program 
and  Its  Particular  Impact  on  Truckers 

c  ,o 

X 

123. 

Ontario  Quebec  Co-operation  In  The 
Introduction  of  Coloured  Fuel  to  Ontario 

c  ,o 

X 

124 . 

Adoption  of  24-Hour  Action  Line  For 

The  New  Coloured  Fuel  Program 

c  ,o 

X 

125. 

Sales  Tax  Exemptions  Clarified 

c  ,o 

X 

126. 

Faster  Access  to  Localised  RST 
Information 

c  ,o 

X 

127. 

Advanced  Registration  of  RST  Vendors 

c  ,o 

X 

128. 

Special  Guide  on  Retail  Sales  Tax 

Refunds 

c  ,o 

X 

129. 

Clarification  of  Sales  On  Installed 
Carpeting 

c  ,o 

X 

130. 

Tax-Included  Pricing  Tax  Vendors  In 
Hospitality  Industry 

c  ,o 

X 

131. 

Removal  of  Deposits  for  R.S.T.  Court 
Appeals 

c  ,o 

X 

132. 

Enlargement  of  the  Definition  of  "Sale" 

c  ,o 

X 

133. 

Increase  and  Simplification  of  RST 
Exemptions  For  Religious,  Charitable  and 
Benevalent  Organizations 

c  ,o 

X 

134. 

Special  Vendor  Assistance  Program 

c  ,o 

X 

135. 

Development  of  New  Methods  To  Reduce 
Inconvenience  and  Time  In  Sales  Tax 
Auditing 

c  ,o 

X 

136. 

Automatic  RST  Vendor  Compensation 
Calculation 

c  ,o 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

137. 

Small  Business  Tax  Exemption  and 

Rebate  Program 

c  ,0 

X 

138. 

Elimination  of  Taxpayer's  Requests  for 
Minister's  Concurrence  to  Corporate 
Year-End  Changes 

c 

X 

139. 

Improved  Ontario  Tax  Grants  Information 
For  1982 

c 

X 

i4o. 

Redesigned  PTG  Application  Form  and 
Instruction  Simplified  and  Streamlined 

c 

X 

l4l. 

Faster  OTG  Payments,  Enquiries  and 

Adj  ustments 

c  ,0 

X 

142. 

Use  of  Telidon  Technology  for  OTG 
Communications 

c 

X 

143. 

Special  OTG  Service  for  MPP's 

c  ,0 

X 

144. 

Slide  Shows  On  "Good  Customer  Service" 
and  Ministry  Organization 

c 

X 

145. 

Microfiche  Copies  of  The  Assessment  Roll 
Free  of  Charge  to  Municipalities  and 
School  Boards 

c  ,0 

X 

146. 

Property  Assessor  To  Visit  Municipal 
Offices  On  a  Monthly  Basis 

c  ,0 

X 

147. 

New  Features  for  1982  Notice  of 
Assessment 

c 

X 

148. 

Identifying  Electors  for  French 

Language  School  Purposes  During 
Enumeration 

c  ,0 

X 

149. 

Financial  Impediment  to  Fuel  Brokers 
Removed 

c  ,0 

X 

150. 

RST  Exemptions  For  Blind  and  Disabled 

c  ,0 

X 

151. 

Abolition  of  Annual  Permits  for  Tobacco 
Tax 

c  ,0 

X 

152. 

Simplification  of  Sales  Tax  for 

Transfers  Between  Related  Companies 

c  ,0 

X 

153. 

Sales  Tax  Exemption  for  Repair  Parts 

c  ,0 

X 

154. 

Expanded  Exemption  for  Production 
Machinery 

c  ,0 

X 

155. 

Redefinition  of  a  Publication 

c  ,0 

X 

156. 

Retention  of  Vendor  Permit  Numbers 

c  ,0 

X 

157. 

Simplification  of  Motor  Vehicle 

Transfer  Forms 

c  ,0 

X 

158. 

Expanded  Use  of  Technology  in  OTG 

c  ,0 

X 

159. 

New  MPP  Enquiry  Service 

c  ,0 

X 

160. 

New  OTG  Enquiries  Tracking  System 

c  ,0 

X 

161. 

Improved  Telephone  Service  for  OTG 

c  ,0 

X 

162. 

Toronto  and  Oshawa  Enquiry  Centres 

c  ,0 

X 

163. 

Simplified  Interest  Rates 

c  ,0 

X 

164. 

Client  Evaluation  of  Tax  Appeal  System 

c  ,0 

X 

165. 

Pre-mixed  Eye  to  Fuel  Tax  Collectors 

c  ,0 

X 

166. 

Phone-In  for  Eye  Points 

c  ,0 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

167.  Exhibits  at  Fall  Fairs 

c 

X 

168.  "Matching  Service"  for  Small  Businesses 

c  ,0 

X 

169.  Seminars  and  Slide  Show  on  SBDCs 

c  ,0 

X 

170.  Computer  Assisted  RST  Audits 

c  ,0 

X 

171.  POSO  Relocations 

c 

X 

172.  Direct  Deposit  for  POSO 

c  ,0 

X 

173.  Telephone  Customer  Service  in  Oshava 

c  ,0 

X 

17^.  Tours  and  Seminars  for  Durham 

c  ,0 

X 

175*  Career  Counselling  for  Durham  Schools 

c  ,0 

X 

176.  Ministry  Exhibit 

c  ,0 

X 

177.  Strengthening  of  Customer  Services 

c  ,0 

X 

Training  Programs 

178.  Seminars  for  Durham  Businesses 

c  ,0 

X 

179*  Improved  Access  to  Assessment 

c  ,0 

X 

Information 

l80.  Special  Media  Campaign  re  Assessment 

c  ,0 

X 

l8l.  Improved  Information  on  1983  Assessment 

c 

X 

Notice 

182.  New  Guide  to  the  Assessment  Act 

c  ,0 

X 

183.  Increase  in  Assessment  Exemption 

c  ,0 

X 

l8L.  Simplification  of  Meal  Plan  Exemption 

c  ,0 

X 

185.  Ministerial  Waiver  for  Overpayments 
to  Seniors 

186.  Simplification  of  Statutes 

c  ,0 

OS 

X 

X 

187.  Tax  Simplification  for  Truckers 

c  ,0 

X 

188.  Simplified  Information  from  Corporations 

c  ,0 

X 

189.  Simplification  of  Tax  Instalments 

OS 

X 

190.  Objection  Rights  Extended 

c 

X 

191  •  Increased  Time  for  Tax  Appeals 

c  .0 

X 

192.  Ontario  Tax  Grant  Updates 

c  ,0 

X 

193.  GAINS  Mailing  Date  Changed 

c  ,0 

X 

19^.  Updating  OTG  File 

c  ,0 

X 

195*  Evaluation  of  Appeals  Service 

c  ,0 

X 

196.  Faster  Refunds  for  Truckers 

OS 

X 

197*  Improved  Information  on  Tax  Changes 

c  ,0 

X 

198.  Improvements  to  SBDC  "Matching  Service" 

c  ,0 

X 

199*  Improved  SBDC  Communications 

c  ,0 

X 

200.  Co-operation  in  SBDC  Promotion 

c  ,0 

X 

201.  SBDC  in  Northern  and  Eastern  Ontario 

c  ,0 

X 

202.  Small  Business  Tax  Holiday 

OS 

X 

203.  Transfer  of  Corporate  Tax  Data 

OS 

X 

20b.  Direct-Dial  Access  to  RST  Offices 

c  ,0 

X 

205.  Tax  Guide  on  Floor  Coverings 

c  ,0 

X 

206.  New  Handbook  for  Licence  Agents 

c  ,0 

X 

207.  Distribution  of  Sales  Tax  Guide 

c  ,0 

X 

208.  Reduced  Errors  on  RST  Returns 

c  ,0 

X 

209.  Municipal  Offices  Distribute  RST  Guide 

c  ,0 

X 

210.  Special  Vendor  Assistance  Program 

c  ,0 

X 

211.  POSO  Direct  Deposit  System 

c  ,0 

X 

Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Reform 

212.  ARIEL  Publication  Distribution  System 

c  ,0 

X 

213.  Enquiry  Service  for  Youth  Opportunities 

c 

X 

214.  Ministry  Liaison  with  Schools  and 

College 

c  ,0 

X 

215.  Community  Use  of  Facilities 

c 

X 

216.  Expanded  Community  Relations 

c  ,0 

X 

217.  Seminars  for  Durham  Businesses 

c  ,0 

X 

218.  C.S.  Training  Program  Strengthened 

c  ,0 

X 

219.  Form  Letter  Review 

c 

X 

220.  Information  for  "Disabled  and  Seniors 

in  the  Community" 

c  ,0 

X 

221.  Assessment  Exhibit  Tours  Province 

c 

X 

222.  Improved  Access  to  Assessment  Offices 

c  ,0 

X 

223.  Solution  to  Assessment  Problems 

OS 

X 

224.  Expanded  Open  Houses  for  Assessment 

c 

X 
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